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Chapter I
INTRODUCTION

A revolution »has"*takeﬁ place in the modern_‘busiﬁes§ ‘§ffiEe..’
Secretafies, who once weré generalists, aré now assuming'épeéiéiizéd
"rdies (Ober, 1972, P 29). iTéday, secretéries wﬁbse'work involves the
; preparétion of éorrésbondence and other business commgnications are
called correspondence ~setretarie§1 " Secretaries who handle bav wide -
vériety of adminiétratiVe.&uties are'called-admiﬁistrétive‘secretar-
ies. o

Magnétic keyboards and electronic typéwriters allow thejmo&ern
secretafyjto autbmaté thé.typing; revisioh, and storage: of dpcuménts
at phenomenal rates of speed. The vést quantity of paperwork being
generated today.is béing proéessed, stored;‘and retrievéd»throughvthé
usé of‘:highly sophisticated systems of vinformétion; processing and
records.manégement.

The impetus of the officé revolution»is word‘frdcessing. The

International Word Processing Association report prepared by the firm

of Dguﬁséh,Shea & Evans, Wofd'ProcéssingandEmployment*(1975); notes

thét: | | | |
The traditional Americéh'rgspbn$e to-éhoftéges of‘trained
people has been the developﬁeht of advanced machines to ease

the workload. = Until ~recently, such machinery was to be



- found on the factory'floor and»later;infthe service in-

‘dustries. The: electrlc typewrlter, thef COpier, and the

computer however, began to change the offlce scene and word>

‘”proce531ng has now arrlved as a new technology that W111

make as drastlc changes in the tradltlonaltrolesvof:secre-

taries, stenos, and typists' as have occurred elsewhere in

'the.workforce,r‘(p..l)

 Word ProceSSing’Defined“

The term "word processing" was originated in : Germany in

mid-1960's. ‘by International Business Machine-CorporationA(IBMD.

-combined '

1nput process1ng" (dlctatlng by machlne) w1th output proc-
essing" (transcrlblng the d1ctated materlal on magnetlc medla and
copylng and dlstrlbutlngv the materlal). Internat10na1 Bus1nessd

: Machlnes Corporatlon (1977) deflnes word proce851ng as:

The comblnatlon of people, procedures, and equlpment ‘that

g transforms 1deas 1nto prlnted communlcatlons and that helps

The Internat10na1 Word Proce551ng ASSOC1at10n deflnes Word proce331ng

as:

fac111tate the flow of related offlce work (p’ ,) ;

A system of='trained;.persane1,i'épeCific ‘procedures, and
automated equipment»that,prQVidés more'efficient‘and‘eco-T

nomical business ‘communications’ and usually involves. the

‘transformation of information into a readable~formf i(IWP

" Word Processing Glossary,‘1975;5p3227)



McCabe'and‘PO§ham (1977) define word processing as:

‘The traasformatrdﬁ ofgideasiand information intofa’readable/

form of communication through theveffrcent-organizatian"of

people, procedures, and‘equipment. (p.‘173)

Other definitions of word prdcessing have been propqsed, but the
precise definitiom. depends‘ upon - the paperwork_ requirements of an
qrganizationband the extent to which the wordsprccessiag\system'has'
teen developed | | |

What is- ev1dent about word proce531ng is that 1t is a S1gn1f1cant‘
. force in emerglng offlce management and occupatlonal systems Accord~
ing to Rosen (1977). | | |

Although wdrd processing has not yet become: a househqld

term, its growth dUrimg:the past decade hasfbeen:phenamenalr

It has become a part of office systems in companies ranging

from the "Fortune 500" giants to small one~ or two-secretary

offices. (p. 16) |

""Revenues from.word.proCessing equipment sales have jumped from
5936 million in 1977 to $1.5 billion in 1978, when _120,‘-06;5 units were
acquired" (Dunn, 1979, p. 16). "By the endyof11978>well‘oyer‘500;060
units were instalied worldwide. Five years from HOW’.EEEEEL installa—‘

tions will exceed that number" (Olivas & Murranka, 1979, p. 17).

The Word Precessing Employment ﬂarket

Admlnlstratlve secretary and.. correspondence secretary are only

two of the new pOS1t10ns that nave evolved from the word proce331ng_



':office revolution. Others 1nclude word process1ng manager, word
‘”proceSSingisupervisor, word proce381ng trainer, proofreader, photo-
‘typesetting specialist and ‘word proce351ng analyst The follow1ng

job cla531f1cations related to the word proces31ng 1ndustry are now

1nc1uded in the Dictionary of Occupational Titles (U S. Department of
Labor, 1977): | | _
203.582.030 -vMagnetic Tape/Cardﬁoperator'
203.3#3.018 'j>Magnetichape/Composer Operator;
.;:203;137l010r;- Superv1sor Word Proce351ng |

203.363.014  In-file Operator (CRT Operator)

Accordlng to the Bureau of Labor Statistics, (U S. Department of
Labor, 1979) clerical workers constitute the largest and fastest-
growing occupational group.’ Employment growth 1n thesevoccupationslls-
expected to generate about 4.8 m11110n new Jobs between 1978 and: 1990
Slgnificant employment growth is ant1c1pated for secretaries, typists,
and receptionists Openings for secretaries are expected.to be.three.i
times the number of openings for any other clerical occupation Not’
Only is the traditional secretarial employment market groW1ng, but the
‘market: for tralned,word proce531ng personnel is grow1ng asswe11; The
tremendous growth rate of" the word proce881ng industry coupled w1th

.the prOJected 1ncrease in the 31ze of the secretarlal employment

market clearly 1nd1cate the need for workers trained in word process- :

~ ing skills Rosen and Fielden (1977) forecast
Perhaps thev>best"sources of trained 'personnel for ‘word

proce581ng occupations w1ll eventually be found in public



- education. It-ié ﬁp to s the colleges to add word processing
courses and curficula to their existing programé in an
effort to suﬁply the business community with the talent that
is now and will continue to be in demand. (pf 176)

According to Gleckner (1979): |
The'movevtoward formalized word processing_education in the
schools of our nation has definitely become a reality. The
demands of the buéinéss‘wdfld for trained personnel in all
phases of word processing are making a dramatiC’impaét on

business education . . . . (p. 32)

Statement of the Problem

Although the implementation.bf word processing in business, in-
dustry, and government has. occurred at‘a rapid pace, the extent of
such implementation. varies from one geographic area to another.
According to Anderson (1980), before word processing can be introduced
into the curficulum, it first must bé determined td what extent word
processihg has been implemented in the afea the school serﬁes. Lim-
ited‘research has been conducted on the implementation of word proc-
essing. Two recent studies (Rohrer, 1978; Larson, 1980) have been
conducted on the status of word processing in different geographic
areas, Pittsburgh and Arizoné. However, because these were descrip-
tive studies of ﬁord processing systems in two specific areas; they
‘are not generaliZable to other éreas. No data are available about
-the current implementatibn of word processing iﬁ a major metropolitan

area in Virginia.



Therefore, the purpose of thlsvstudy was" to determ1ne how wordr
processing 1is be1ng 1mp1emented 1n bu31nesses w1th word proce531ng-’
.systems in the Rlchmond metropolltan area. A secondary purpose was
to determlne what plans these businesses have forvsystems.expan310n
and for the,application of»emerging technologiesf |

This study addressedcthe7fOIIQWingvresearchfquestions:'

1. How is the word7processing concept béiﬁg implemented.in busl- E
néSses with‘word;processing syStems in the‘RiChmond metropolitan
area?

2. VWhat employment patterns ‘exist in bus1nesses with word processing
systems in the R1chmond metropolltan area9

3. VWhat plans do businesses w1th word-.processing systems in the

flRichmond-umtropolitan area  have for systems expansionhand for “

application' of emerging technologies in the next five years?

v SigniflcaHCe of the Study

Although many high schools and colleges have begun to 1mp1ement -
word process1ng 1nstruct1on (Gleckner, 1979), the demand for tralned:'
workers for the word process1ng 1ndustry has not yet been met (Ollvas
& Murranka,»1979) The 1ncreased ‘use of word proceSS1ng coupled with
an -expandlng _technology'_necessltates. that bus1ness :andv offlce'
educators‘doﬁtheirdpart totsupply’the3trained workers,that.lndustry,i

" will need. vAccording‘to-Moody»and:Matthews»(1977):



As'Progress‘comes to the»hnSiness‘world' teachers.must‘be

’.;prepared to - redeS1gn the curr1culum, ‘but 1t must be done
from the foundat1on of .careful assessment accurate data and
‘plannlng.v The challenge lies 1n.meet1ngdboth the needs of
the_traditional Officevand‘thehautomated'officeawhilevpre-
'paringvfor‘continuousvrenovation of the curriculum to keep
pace with‘the‘business-world. (p. 47) |

As Darst-(1979):statesf
When the technology promlses the extensive changes that are
already ev1dent in some word processing systems, we know
vthat adJustments in our tra1n1ng programs w1ll have to be
made, particularly in the office skills.' For most business
teachers and students ‘the challenge of word proce551ng is to
make reasonable compromlses in view of the extreme adjust-

ments that,confront'us. (p. 177)

Word processing has tradltionally been used as a synonymous term
with automatic typewriting because it originated with thE»introductlon
of - the.  MT/ST ‘(IBM- Magnetic Tape Selectric ‘Typewriter) However,
shortly after its introduction as '"the more powerful typewriter,“
business(quickly learned that this new equipment, which could function
as an automatic typewriter as-well as a text-editor, would have to be
nsed in a systems environment in  order to be cost effeétive and pro-
ductive. Hence, the birth of the word processing concept..ﬂ

| Word»processing is_a whole new concept of office system-organi-

zation and layout, personnel structure, and eQuipment~utiliiation with



spec1f1c procedureo for document or1g1nat10n processing, and distri*
bution. In order for business educators to prepare their students
effeotively for:thelr role in word'proce551ng; they must understand
how the word prooessiug couoépf.is being:applied in businéssfin addi-
tion to the operafionvofvbaéié pieoes.of oquipméntt

The research quéstions answered in thiskinvestigationuWill assist
business. and offioe.eduootors‘in’devélbpiug,meaningful éuo'relevant
content for the preparation of individuals to enﬁer emuloyment in word
. processing in the Richmond metropoliran areo_in Virginia. Specifi-
cally, these data wi1l have'iuplicotions foruword‘processing keyboard_A
and.conceptitraining.' Additionally, oata.collected°Will"be of value
'to»local word‘processing-managers who wish to‘kéep~abreast of current
trends. Informétion,on current trends ‘in word ﬁrooe§Sing implementa-
tion will be useful to managers of word processingvgystoms in hakiug

plans for future modification or expansion of such systems.

Définition of Terms

Because word processing is a relatively new technology, the defi-
nitions of some'specializéd vocabulary and- abbreviations were perti-

nent to this investigation.

rAdmiuistrative'Support-(AS); A system involving  specialized.

secretarial.teams.Which.perform nontyping and paraprofessional tasks.

Automatlc Typewrlter ~The simplest -form of word processor used

. for repetltlve output Wlth 11tt1e or no text ed1t1ng



Cathode Ray Tube (CRT). A ,video-display- screen. used for dis-

playlng text in word processing and computer systems

Computer Output Mlcrofrlm (COM). ' Mlcroforms produced dlrectly
from computer or word processing storage media;‘

Correspondence Secretary. A specialist -who keyboards, edits,

revises, and plays back correspondence and other communications on.

magnetic keyboard equipment in a word processing system.

Electronic Keyboard. A keyboard on which characters are genera-
tedvhor encoded electronically rather than mechanically;'
Ergonomics. The science of'adapting the yorkingvenvironment to

the needs of the worker.

Forms Fill-in The electronlc completlon of preprlnted forms

Intelllgent Copler An electronlc cop1er/pr1nter that utilizes a

laser technology and has the capablllty of acceptlng hard copy, mag-
’ net1c media, . or computer input.

Informatlon PrOcess1ng The electronlc class1f1catlon, storage,

and retrieval of data requlred by bus1ness through the use of word"

processing and data_processing systems.

International_InfOrmation/Word ProtéssinngSsociationv(IWP)a A
professibnal organization of 'word processingvmanagers, yendors;vconf :
sultants, and educatOrsi |

Keyboarding. - Inputting 1nformat10n by manlpulatlng a. keyboard~‘

0pen (Modular) Layout. An offlce design based on the pr1nc1p1es.

of ergonomics; characterized by movable,‘modular partitions_and work

stations rather than permanent walls and traditional desks.
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 Optical Character Recognition (OCR). A process by.which typed or

priﬁted‘chgracteré a?g éonVérted'iﬁto»inpgt for a data Ortﬁéfdﬂprocess-
ing system. | | .

Ptincigals.‘ Those hémbgrs of é businéss oréaniza£idn‘who require
correspondence and_administrafioh §upport.

Records ProceSsihg.j Agsystem of classifying, manipulating, and -

s;oring files of information through the use of information processing

equipment.

SharedjLogic‘System; A word processing system in which several
terminals share the memory and "intelligence" of a central processing
unit.

Telecommunications. Transmission of documents over telephone

lines using_tomﬁunicatingvword'processing equipméntf

Text'Editing.‘ Changingvorjrearranging text in sto;age,’includingvv
reading back, scanning, deleting, substituting; inserting, and refor{
mattiné.. |

Word Processing (WP). A sygtemf‘of trained personnel,1specific

procedures, and automated equipment that provides more efficient and
economical business communications; usually involves the transforma-

tion of-information into a readable form.

Word-Processing/Officé‘Systems (WP/0S). ‘A,term réferring to ther
total’information'handling syStem'df an- organization, including word
prdcessing,»administrativevsupport, micrographics, photogréphics, data

processing, and communications.
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Word Processing System (WPS). . A word processing installation or
center; two or more supervised correspondence specialists who work im -

close proximity.

Word Processing Manager. One who plans and manages the present
~and future word processing’needswof the organization and who studies
and proposes modificatidns to the system.

‘Word Processing Supervisor. ~ One who supervises, plans, sched-

ules,.diréctg, and.controls the daily activities of the word proc-
essing system; maintains\production,records; and ‘prepares ptoductidn

_reports.

'Summarz

A new révolution:ﬁas takénlflace in the'mddérn‘bﬁéiﬁéss:officé;
The impetus of thiénfeﬁolution is word processing.. Word processing is
~a system of tréined péfsanhei, spéﬁific prbcedures, .énd automété&:
equipment that provides more efficient,and economical businéss commu-
;nicatibné.v The trémendous growth raté of the word‘proéessihg‘induStry
-¢oﬁp1ed iwith ‘the projected increase in the seéretérial employment
market cledriy'indicates the need for‘workErs traiﬁed in word proc-
essing skiils; | |

Although many educational institutions have begun to implemént
word processing instruétion, the demand.fof’wquers‘trainedhin word.
pr§céssing skills hés not yet Eeen met. In order:for‘business educa-

tors. to pfepare their studenté effectively for careers in word



processing, they must understand how WOrd_processingbisvbeing appliéd
in local businessés; | |

No data afe available about the current implemeﬁtation of.word
procesSing ih a méjor metr6pQ1itadva£éa in Virginia. Therefore, thé
'prleem of‘this,investigation was t9vdetermihe.how word prbceésing is
:being u£ilizéd.;in bugineségs' Wi;ﬁ wb;d  proéessi£g  systems in ﬁhe
Richmond,vVirginia,_mgtrdpolitanuareafi

| The researchﬁqﬁestioné'énsweréd in this investiggﬁibﬁ will assist

business and,offiqeiéducatqrs in developing meaningful content for
. their word procé;;;ng instruétiona1 proérams; In additién; the datg_’
‘collected will be ofﬁ;alue:té_locai word pfocessihg proﬁéssionals who -
‘wish to keep abreast of,currentvfrendé in word processing implemen-

tation.



Chapter II
AN OVERVIEW’OF‘WORD PROCESSING

This study dealt with the implementation of word processing in
businesses with word processing systems in the Richmond mettopolitan_
area. A review of the current trade-literature;(nl word‘processing-

technology is présented.in this chapter. The following topics are

discussed:
° Organizaﬁion.of Word Processing Systems
° Typeé‘of‘Wdrd'Pfocessing Equipment |
° 'Typeé of Dbcuments’Processed-in_Word Processing
° Sources of Inputvfbr Dochments Processed .
° Titles Used for Word ProteSsing'Operatqrs-
o The Future of Word'PrOCESSing

Organization of Word Processing Systems

Configuratiqns'kand combinations'vof wgrd. processing systems
vary from cémpan& to cqmpany just*as‘the objectiveg'of the
organization, itg ‘staffing needs, and its equipment neéds
vary. These Qafiationé serve ﬁé-emphasiZe the flexibility of.
the word ﬁrocessingVACOncept_ and the _easé with which word
proceésing systems.can‘be>tailored‘to suit the needs of a

particulér 62géﬁii;§iohﬂ“(McCabe & Popham, 1977, p. 46)

13
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Centralized‘Sygtems

. Most - early wofd processing systems;iwere centralized.
Centralized word proeeseihg:continues tq fulfuil the needstof:‘
many coméaniee; especially.those &ith large velumesvof:paper;‘
work, such as insurance companles (Waterhouse, 1979 p-'54j
vThev orlglnal concept,Aof word proce551ng centrallzatlon was -
based on the pr1n01ple that spec1allsts could produce ‘more
work in a shorter perlod of tlme and that the quality of work
would be tmproved. nghly spec1allzed grouping of act1v1t;es
allows for ﬁaximum'productivity with a mihimum.of,interrup-
tions (Rosen.é Fieiden;p1977, P- 58).>

~ In many organizations, only the correspondence portiqn of
word processing/adminietratiVe‘support has been orgenized with,f‘
specific job déscriptions;t cafeer paths; and; prefessibnal
Ehpervision.(Cassady, 1980, p. 14). ’However,.es more and more
organizations ‘come to realize the benefits of supervised .
cdrrespondence specialists, the&»begin‘to apply the principles
of specialization to administrative support functions as well.

A pure word.processing/adminiétxative supportvsystem is
one with both the administrative and the correspohdence
support staff organized and suﬁervised.;'All EOrreepondenCe
work is handled by the correSpohdence specialists; edministra-
_tive secretaries’héndle’the telephdne, filing, mail, and other

administrative tasks.
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f’Decentrallzed Systems

Although the- centrallzed mode ‘of word process1ng is cons1dered'
the most cost‘effect1ve,ﬂthere_may_be situations involv1ng confiden‘v

bvtial or'highly technical work»where principals need to'workfcloselyiﬁb

with correspondence personnel In-these instances,«centralized word»'p

proceSS1ng may not be the answer (Waterhouse, 1979 p 62) Laughllndf
of - IBM acknowledges that "centrallzatlon was good for some people but;‘
fterrlble for others. It took us a wh11e to recognlze that there are -

'vdlfferences in. word process1ng centers" ("The 0ff1ce of the Future,"

R June 1975, Pp- 56) Decentrallzed word process1ng systems are s1mllar'

to centrallzed ones, except that they 1nvolve a smaller number ofh

'pr1nc1pals. The system is -located in- close prox1m1ty to the pr1nc1-‘.”

pals, who very often form a department or. subset of the organlzatlon o
| Because adm1n15trat1ve support systems are generally located:
‘fclose to the pr1nc1pals they support there is- 11ttle dlfference :b
jbetween a centrallzed and decentrallzed adm1n1strat1ve.support systemb,
_;other,than~srze and;,possrbly,Vdedlcatlon‘to a:speclflc functlon or
department. | o | |

Work clusters represent another form of decentrallzated word

: r,proce581ng system that" 1s rapldly ga1n1ng popularlty as an. effectlve

’ alternatlve for off1ces with a small number of employees, for offlces
that must maintain. close contactrbetween pr1nc1pals and support per-'m
sonnel : and»-for offlces ‘Proces51ng ,techn1cal or conf1dent1al come’
' munlcatlons (Waternouse, 1979 pf'63) A work cluster or team is a

_ small group of correspondence and adm1n1strat1ve personnel who work:
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~ together to pfovide adminstrative support services. to a specific
department or function within an organization. Work clusters combine
the advantage of task specialization with personal contact and dedi-

cation.

Layout of Word ProceSsing.Systems

A characteristic of word processingf~systems that relates to
system ofganization. is the office-lapout ' Because WOrd‘proceSSing
systems must be flex1b1e and adaptable to. change, the open (modular)
office. layout is best sulted for the word proce551ng env1ronment
According to Qulble (1977):

Large open areas are more eff1c1ent than small, compartmen-

talized areas, so instead of using permanent walls to design

work aneas, extensive use will be made,of'movable.partitions

and modular furniture; Not only‘are these afrangements more

flexible,~but they also facilitate frequent‘Changesrin.Work

‘processes. (p. 25)

Assignment of Correspondence Tasks to the Wofd Processing System ‘

Because - the original‘-word: processing equipment was designed
chiefly for the productiOn of repetitive*'(form) 1etters, an early

function of ‘the word processing system was to produce form letters.

'*'Today, thlS appllcatlon still accounts for much of the work done in

word 'proce351ng systems  (Rosen: & Flelden, 1977, p. 138). Later,

organizations with word processing‘_eQuipment discovered that many
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other typés_dfidocﬁments cbuld»be produced more effiéiently on the
equipment. Originators were then‘enéouragéd’tb“éend all. their corre-
spondence work to~the'word prOcéssing system. |

On the other‘hand; some organizations utilize the word’processing‘
system for special applications only. At thé Norfolk Naval Shipyard
in Poftsmouth,_Virginia5 for example; the word-proceésiﬁg»system is
used for repprt;preparation only. Corfespbndente-and 5thérvone-time
documeﬁfs‘are Producedﬂat the siﬁe of origiﬁ, Sdme companiés utilizé
-the word processing.system to handle the correspondence ?eqhirémenté'
of principaIS‘who do' not haﬁe'private secretaries.ﬂ In other instan-
ces, the word brﬁcessing system is used to handle overfiowutypihg and

to assist during secretarial vacation time.

Typeé ovaord,ProceSSing Equipment

The earliést word procéssing~équipmentiwas the:aﬁtométic repeti;
tive typewriter. = One of the éérliest manufatthrersfof théreqﬁipment
was the American Automatic Typewriter Company, Whiéh mérkéfed the/
'Aﬁto-Tybist,‘a paper-tape'typewfiter; The automatic papgf-tape typé-
writer offered the 'advanfages:of ldw-cost,,high-Speed7pla§back ,and
eésy operation.r>ﬁnf6rtunafely,‘these machiﬁgs pfferedllittlebdr‘no*
text-éditing Capébility (aﬁiiity)tO'feviée'and-torreét‘cqﬁy) B¢c§use;
'the‘holesbiﬁ thé:papér-tapefc6uld not»be_filled in when éhanges»weré

'neCesséfY (Cassady, 1980,_p, 75).
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Standalone Text;Editors

’Te#t-editoré»that process words without the use of an external
computer are called éﬁandalones. Standaloné ﬁext—editors include non-
diéplay (blind) -equipment and display equipment.

Nondisplay Equipmeht. Nondisplay. text-editors utilize a magnetic

recording medium (magnetic card or céséet?e'tape) to store text. As
fhe informatibnvis keyboarded, it is recorded on the hard (paper) copy
as wgl% as on ;ﬁe storage medium;v A ‘major drawback qf{this typé of
‘eqﬁipment is that the 6pérato; is unab1e fo view the chgnges tﬁat_are
being made to the ‘memory of the machlne The re&iéihg and editing of
documents is much more d1ff1cu1t on this type of equipment than on
visual dlsplay equlpment

Vlsual Dlsplay Equlpment Visual display equipment uses either a

cathode ray tube (CRT ‘screen) or a one-line - displayk screen. - The
‘ display enables thevopefator to keyboard in a paperless:mdde because -
the text is viéible on thé scréen,as it is being‘entéfed and revised;
Accordingly, the‘display is comﬁdnly éalled'"the window'iﬁto memory"
-and'facilitatés'the re&isioh of docﬁménts.‘ This.type‘of equifment is
recOmmendéd>when’tﬁe Wdrkload consists of lengﬁhy dch@enté that aré
frequently‘:evised. Most Visualfdisplay equipment uses a floppy disk
storage medium; one- 11ne dlsplay equlpment use magnetlc cards,‘cas-
settes, and m1n1dlsks

With repsectbto programﬁing;'wérd proéessihg sténdaldné equipméﬁt'
is said to be either hardwaré-baSed‘ér softWare¥based§, Eqﬁipmehtvthat-

is hardware-based (or hard-wired) has béen programmed.interﬂélly:bﬁr
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the manufacturer. Equipment that'is softwafe;based'is programméd by
thg inserﬁioh of a removable software diskette. The system.diSkette
can be updated-as.new progfams are developed.
In‘allvlikelihood,vinfd;mation systems Qill evolve from the
 present1y.hardwére-basedvconcepﬁs (almost exclusively pré-
grammed by the m;nufa;turer) to the softWare—baséd types
‘which offer greater fieXibility.“("Looking-Towards Office

‘Automation," 1979, p. 136)

Computer_Word‘ProceSSingm":

Forms of computerized word processing include communicating word
processing systems, shared-logic systems, on-line Computer word proc-
essing systems, and time-sharing word processing systems.

Communicating word processors. = Some word processing machines,

called communicating'textféditoré, have thebcapability of éending.andv
‘ recéiving material to and from a computér or another'word processor.
'Communicating téxt-editors-are uséq to transmit,docﬁments over tele-
phone 1lines from"phe:'ibéatién ‘td.*én§£hefb in .é mattér of minutes.
'The favorablevogtlook fbr'suchncdmmuniﬁating word: processing |
ﬁnits ‘i§  éttribﬁﬁablé ﬁé ~decr§asing.-¢Ommunicationv costs,
rising:vméiIT cost$, _and _the' 1abqrriﬁten$iVe ‘mai1 .§erVice.
The value.of‘cbmmuﬁiéétihg wdfd processing units is enhanced
by.flexibilityléince_any;twoﬂunits can transmit and receive
material betWeen ﬁhéﬁ;_.cémputers, TWX/TELEX,»aﬁd communi-

cating- word proces'sc}rs.‘_ (McCabe & Popham, 1977, p. 109)
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| Shared-logic quu'ipment. Another type of computer wor'dvprocessifiig
system involves the use. of‘s‘eve‘ral terminals that share the logic or.
"intelligenée’-' of a central procéssin‘g"unit (CPU) or minicomputer.
' This type ’of‘computerized word processing system is called a ,sh,ar_evdv-
log’iyc ,‘svystem.li The equipment components of a shared-logic system
. vcorisis’tv of several terminal's, a miniCOmputer, -and- separate printe‘rs'.
"'Shéréd-logic styst‘:‘ems' are used in both céntralizéd and decentra.lizeci
word“ processing systemé‘;' (Wéterhoﬁse,, 1979" p. 132).
| "An alternative to a' sharerd’-'l‘og'ic syvsfb.em is a distributed’ proc-
essing- syStérﬁ." ("Which Is Better: "~S‘hared-logic ~Or - Distributive
: P‘rocéss"ing?:"';.’-z 1981, p. 36)",. In this type of szStem,'. terminals aré_«
irﬂxtébrcv()ﬁnecited;. in ade;.tJ'v.vonr; ear';:h ‘te,x‘."-m‘it»lal has i,t;_vs owrn,v logic .and 3
~ storage . ca,p',abiblitgr. In other ’wo';ds,_thPeZ SYStem iogic is distr’ibut—ed.
fatﬁer thén éentralized.
The c-dnéept‘_ of di_‘s‘t’riButed."‘pv;r‘oce‘s“sing is not new; it has been
-‘ uSéd for a decade by dat;_a ‘processin‘g.' Similarly, ‘word pfo‘cess}ing
vuSer.v'.s,’ have‘v‘ found the need fo. utilize‘ distributed processing systems
* for word processing app.licaﬁions,. . |

On-line computer word processing systems. Qn-lin'e computer word

processing. involves the empioyment of text-editing pfograms on the
: _',_1lls'er"s,‘i’n‘-houseb Combui;er systiem.v Thié -opﬁion may not be cost éf_fec- »
"_tiVe‘:uhle_srs"- there is 'an extensive need for t‘ext-editing»wi.t»h: many
'termiﬁa]‘.s'b‘eing lihked into the system.
The decisioﬁ‘ to invest in a »word processing application for

the on-going computer system may involve the purchase of



additional'equipmentafor1thefcomputer'systéh'suchvas dishs,
core‘memory,'transnission control'units,‘andlpossibly7printers»

» with’upper— and’loWer-case,capability,- Onesmust also/consider;_
the add1t10nal systems programmlng and app11cat10ns programe
ming effort that w1ll be requlred to both 1nsta11 and: malntalnﬂ'T‘

thesword processlng3app11catlons.< (Robek, 1976’,P?‘22)‘

PhotocompositionyEquipment

Composing, photocompositiOn;. or phototypesett1né equipment may ’
also be found in a- word process1ng system ' Phototypesetters are.used"
to make layouts for photographlc copy for offset reproductlon (Mason,
.>1979 . p- 40) Phototypesettlng equlpment 1s avallable in- standalone
models or as per1pheral equlpment ‘that’ 1nterfaces w1th a’word processor‘
or a.computer Slnce 60 percent of the cost of typesett1ng comes from
_the rekeyboardlng of copy, proofread1ng, and correctlng errors, pr1nt-
shop costs can be substantlally reduced by 1n-house photocomp081t10n

.(McCabe & Popham, 1977, p. 14).

Types oftDocuments Processed in wofd Processing'

Although the keyboardlng needs . of one bu51ness organ1zat10n may.
‘at flrst seem very different from those of another because of the klnd.
~of - bus1ness or service prov1ded Rosen - and Flelden (1977 P 177)1
found that the types of documents produced in a word proce551ng system;
fall into . five broad categorles;’ correspondence,vrepet1t1ve letters,

reports,‘phototypesetting; and forms and statistical._»Citing'a’Modern'

"Office Procedures journal“study,_they‘identified'the.percentage each
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- category repreSents offthe'totalncorrespondenCeﬁworRIOad.'»Thrs infon{

' mationfis.presented in Tablehlt |
Word;prOCessingcoriginated wrth7the development ot the automatic"

typewriter and>the productron of repetitiyeﬁletterss: Cdnsequently;

thlS appllcatlon accounts for a 51gn1f1cant portlon of the work done

on word proces31ng equlpment today The ana1y31s reported by Rosen

‘and Flelden (1977) was’ based on a 1973 study However,.W1th thevn'

'capab111t1es of today ] modern equlpment more empha31s is 11kely toh
be placed on other appllcatlons such as forms and statlstlcal typlng,j

as well as phototypesettlng.'_

SourceS'of'Input for Documents Processed

Longhand-ls.the ‘most- common source  of 1nput for documents proc-"
pessed' in a word processlng“ system. Rosen. and F1elden (1977) and
Cassady (1980) estlmate that longhand accounts for as much as 75;v
:percent of..total~ wordi‘proces31ngi*1nput. Although longhand is the,

slowest and most expen31ve method of 1nput, 1t is convenlent and -easy

‘.for word or1g1nators.’

. Machlne d1ctat10n is thevlnput mode best sulted to a word procese
y s1ng system Current trends indicate that machlne d1ctat10n‘1s galnlng'a
more acceptance as companles recognlze 1ts advantages (Bergarud &
Gonzalez, 1978, P‘,32) LeW1s (1978) found in’ hlS study that the cen-s
tralizedrdictation”system'was the’most frequent;source of 1nput;for3

‘ correspondence’after the'organization‘s‘conversion,t0‘wordlprocessing””

and the training of the word originators;y»f
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Table 1

Documents Processed in Word Processing

Type of Document - | s Perééntage of
' Total Workload

Correspondéﬁce : | , R 56
Repetitive Letters > | J'”Z 30
Reports o 26 '
Photdtypesettiné - ‘ | | ' 4
Forms and Statisticél : 4

Source: Rosen & Fielden, 1977.
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Another popular.sourCeiof~input for>WOrd‘prOCessing isrtheltyped
draft.r”This;source of'lnput representsfanVnnnecessary‘duplitation Af'_
effort,'slnce the‘typed»document must be'rekeyboarded hy wordlprocess*’
“ing rpersonnel; Optical’ scannlng technology (OCR). can be used to 'y
el1m1nate th1s dupllcated effort

"Imagine a. machlne capable of read1ng typewr1tten mater1a1 and"
then transferring 1t at electronlc speeds d1rect1y 1nto the memory of
a;word processor"  (Barber, l980,'p; 29). The‘OCR scanner or page
reader is a-‘machine. that reads scannable inpnt »(copy ‘typed».on a
Selectrlc machlne contalnlng an OCR - element) and converts it 1ntov
electronlc 1mpnlses that are transferred to magnetlc storage med1a p
'"A prlmary Justlflcatlon for 1nsta111ng an OCR page reader in a word
proces51ng env1ronment‘1s the relatlve amount of or1g1nal keyboardlngr
vs, ed1t1ng/formatt1ng performed by “the .word proce531ng operator
(ManJ1, 1979, p. 34) It is estlmated that as much as 75 percent of
. an operator s.tlme is spent keylng in text‘ The OCR deV1ce feeds in
copy at rates of 500 ‘to 1, 000 words per mlnute, a;word process1ng.

operator ] average manual 1nput speed is 60 words per m1nute LfFor

. this reason, 1nterest in OCR' equlpment among word process1ng vendors”.ﬂf

and'users is escalat1ng (Barber,‘1980,.p 30)7’ Some experts belleve
that OCR 1s only a temporary solutlon to the 1nput problem, since the-
paperless off1ce is 1nev1table, but paper W1ll probably be around for

-some tlme to come and OCR will remaln a v1ab1e 1nput alternatlve
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_’ Titles Used for Word-Processing‘0perators»'

Many organizatiOns‘have created new positions for»word processing
'operators. At present there is no lstandardization among the joh'
titles"for‘these posithnsruzThed1975'International‘WordiProcessingz
’(IWP):reportlpreparedfhy the7flrm ofiDeutsch, Shea;‘&_Evans, "Word:
‘ Prbcessingvland,.Emﬁlorment:" revealed' that 91 different'titleS'were
‘belng used by the organlzatlons ‘they surveyed to describe persons who .
operate word'process1ng equ1pment The 1ndustry is apparently mak1ng
’ some progress toward standardlzatlon, 81nce today the range: of t1t1esv
'for word process1ng operators 1s much smaller ' The 1979 Internatlonal
Word Proces31ng (IWP)=survey~of 1 103 word process1ngvmanagers 1dent1-
fied only 13 job t1tles be1ng used for word process1ng ‘operators.
This. 1979 survey -was also conducted by the firm of Deutsch Shea &'

_ Evans.

”Other Jobs that Have'Been Created foﬁiword Processing;
| Just as the'adVent‘of data‘processing necessitated the'creation
of new JObS to support the 1ndustry, the advent of word process1ng has
_neces31tated the creatlon of word " proce531ng support positions. In
answer to the quest1on "Wlll word proce531ng create new Job categoe.*
r1es9" 73 percent of the 278 respondents answered afflrmatlvely to the -
1975 word process1ng and employment survey conducted by the firm of
Deutsch Shea & Evans for the'IWP. | | |
Word proce331ng has already created ‘new: JOb categorles

With the contlnued research and development and the ever-
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bfoadening scope and expansion of word processing, it is’
inevitable that new job categories will be created in the

future. (Deutsch, Shea & Evans, 1975, p. 14)

The Future of Word Processing -

‘Althdugh bold mdvesdhaVe'teen made in'adtomating‘the office;3
only the begidning stagesvef office eutomation_have been realizedL
The near future foers thededministrative manager incredible oppoc-‘
\tunities to makefthe‘office,an»infinitely more~pfcductive information
center than it iS‘tOday (Ferrani, 1979, p. 34).

Recent technological advances in the word processing 1ndustry are
predlcted to affect the future of _the 1ndustry dramatlcally One of
the major areas of progress in equlpment developmegt was.the»introiv

duction of the CRT screen to the'product line,

Use . of.CRT Screens"

The display text-editor was rapldly accepted by the 1ndustry even

though thlS type of equlpment costs twice. as much as nondlsplay equip~ -

ment. It is much faster and easler to use; the.keyboardzls separated
from the pridter (typeWriter) so that a page can»te printed out while
‘the operator works»dn the next page ("The.Office Qf‘the Future," 1975,
p. 50). Predictions are that all support pefsoﬁhel wiil.use.terminals
in the office of the future. | |

The Continental Illinois Bank has compensated fbr‘the unavail-
ability of stenographers by setting up‘ a termidal-based cottage

industry.



27

Peopie transmit and receive information vigrtelephone'operating ter-
minals out of their homes (Dunn, 1979, p. 26).

Pake, head of Xerox Corpo#ation's.Palo Alto Research Center, saﬁs
that in‘1995>there'will be a terminal with_a keyboard sitting on his
desk. He continues;rﬁI'willvbe able to call up'documénts on the
screen, or by‘pr¢SSing7a,button, I can-get-my'ﬁail or messages" ("The
Office of the Fut;fe?">1975, p. 50). Everyone agrees ihat‘the,officé

-systems'of the future ére FQ@iﬁg,ﬂbut can dgsk*top te;minéls be made
"friendly" enough sp:that executives will_use,them? Hérzog (1980, f..
16)‘notes that Carliglé,'pﬁééident of Office of the Future, poiﬁted: 
out, "You can lead an executive;to a terminal, but'youlcan probably
only get him to drink". Héribé, editor of E9£g§ magazine, further
suggests that morellikely than not the»éxecutijevwill have someone
else operate the terminal to access what infqrmation is needed. 
Whether this person is the executive sécretary or an :information
specialist, it is clear that this individual must have’speéialvskills.

Although the executive might not use a terminal in the qffice'of .
the future, the executivevwill surely use the telephone. For this
reason, IBM Corporatioﬁ has»beeq conducting developmental:research on
the integration of ‘as. many functions’as possiblg i@td~thé touch tone
telephone. The phone is COﬁnected to a computet as well as to an
administrative 'wdrk étation» for dictatidn. . It can be used as a
calculator, and it can automatically make a call for the executive. A
six- or eight-linevdisplay is attached to the telephone for use in

querying a reference librafy ("The Office of the Future," 1975, p. 84).
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Use of Electronic Mail/Telecommurnications

According to Connell - (1978): "The basic underl?ing technology
in the Office of the Futpfe concept is not the eleétronic computer,
but rather telecommunications. The objective is tékimprdve communica-
tions flows and télecommunicatibns‘is the medium"u(p.:38).

Most word processing equipment has been designed to moﬁe informa-
tion inside the office. But the office is also gaining_pbwerful links
to the outside world ("The Office of the Future," 1975, p; 51). The
development of electronic document systems has been stimulated by the
increasing costs of processing paperwork, including mail:costs, aé
well as the increasing neéd for accurate, timely information. It is
estimated by the Yankee Group, a téchnical mafketing reserach firm,
that by 1982 the1avér§gé'cost of aﬂ éléctronic.ﬁességé Qill be 50
cents (Dunn,‘1979,:p. 16). | |

By 1985 usérs will Be able to chooée.émong a'variety of

equipment for electronic ‘document transfer, depending on

their information reduireménts. Selection criteria will
include such‘factors as volume of message traffic, quality
requirements, amount of graphic transmission as opposed to
text, and special requirements for speed of output and input

(Lavery, 1977, p. 6)

Included among the ways to transmit téxt and graphics electrbn-
ically will be:

° From communicating word processing equipment. The number of

installed communicating word processors is expected to increase
by 100 percent through the early 1980's (Kutnick, 1978, p. 157).
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From facsimile equipment. Facsimile eqﬁipment is- used to send
~ hard copies of documents over telephone lines at the rate of two
minutes per page (McCabe & Popham, 1977, p. 124).

From electronically transmitted letter services. Western Union
- (Mailgram) and the U. S. Post Office (Intelpost) are now offering
electronic mail services (Rivers, 1981, p. 20).

From local networks. Various types of automated office equipment
can be linked together to provide greater integration of word/
information/data processing functions - (Rivers, 1981, p. 20).

From larger networks. Worldwide communications services are
provided through publicly and privately owned telecommunications
switching networks that usé combinations of land lines, microwave
transmission facilities, and satellites to send messages anywhere
(Rivers, 1981, p. 42).

From copying and duplicating machines. Once an electronic mes-
sage is received, paper copies will be needed for personnel who
do not have screens. Intelligent copiers/printers -accept both
hard copy and magnetic input and print at speeds from 10 to 20
pages per minute. These copiers/printers have internal printing
and formatting devices and can communicate with other printers
("Intelligent Copying Is Growing Up," 1980, p. 60).

From printing and phototypesetting equipment. One of every eight
word processing managers surveyed by Modern Office Procedures in
1975 said that composing and typesetting applications were being
planned. This application was the one most often mentioned by the
respondents ("Typesetting In the Office Comes of Age," 1976, p.
33). ’ -

° From Telex and TWX equipment This equipment will be used for
both input and output of specialized commun1cat1ons -~ (McCabe &
Popham 1977, p. 24).

From OCR scanners. Typewrltten or graphic. hard copy communi-
cations will be transmitted by optical character recognition
devices (McCabe & Popham, 1977, p. 24).

Fiber optics is a new technology that will be crucial to the
future of the telecommunications industry. Unlike conventional commu-
nications cables, fiber optical cables are made of glass and offer the

following advantages:
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° Low signal losses over long distances
- Unlimited transmission capacity for certain fiber types
‘Ability to carry-optical as well as data transmissions

Greater mechanical flexibility due to reduced cable size and
"weight

Ability to resist electromagnetic interference
("Fiber Optics: New Inroads into Communications,' 1980,
pp- 44-46).

Use of Micrographic Filing Systems

Information storage and retrieval is an important office function
that is frequently handledrby the word processing sYstem. The rising
cost of»pépef, as‘well és the spéce required to file it, has created
the need for an alternétive to the file cabinet. "On the avéraée,lthg
creation of a four-drawer file’for documents can cost over $600; the
annual cdst of maintaining it ranges from $250 to $750" (McCabe &
Popham, 1977, p. 133).

A common alternative to the storage of paper documents in' file
cabinets is the use of micrographic filing systems. ' Micrographics is
the process of producing a miniature copy of a document on file. Ac-
cording to Waterhouse (1979, p. 151), microfilmiand microfiche reduce
storage Space by as‘much as 98 percent. 'The.market for micrographics
is ‘expected to grbw to $2 billion by 1980 as companiesbbegin using
microforms for active and inactive business records. Despite ﬁhe in-
- creasing popularity of micrographics, users are expériencing some
. problems with these systems. "In many waYs microforms are inferior to

paper. Special readers are  required; images are poor; and they are
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hard to manipulate and can't be erasédfor annotated" ("The Office 6f
the Future, 1975," p. 51)7

coM (ComputervOutputhi;rbfiim),is the process of recqrding the
output gf a.compﬁtéf §ys£ém'$n film féthgr‘thaﬁxﬁn ﬁaﬁer.; Micfofdrms
can also be‘produﬁed directly from the magnetiq’sforage_média used in
word‘processingvsystemé; "There{s'a‘ﬁew‘reéordé managemént,acroﬁym
you éhould be hearing more of in the future: WPOM--Wdrd Prscéssihé on
Microfilm" ("Looking‘ToWards‘bffiéeiAutomation," 1979; p;7134);

Micfoforms‘can easily be filed and retrieved through Comfuterf
Assiéted Microfilm Retrieval (CAR).éystems.. CAR systeﬁs link a micro-
film retrieVal‘terminal to thé on-line computér data‘base.

A computefized micrographics system . is helping'the Police

Department  iﬁ Orange, Calif., handle more- active‘ récords

with fewer persomnel. . . . Records can now be tet:ieved

faster and more reliably with substantially reduced require-

ments for stérage.space and clerical pefsonnel. ("Computer?l

ized Micrographics Saves Space," 1981, p; 118)

The Integration of Systems

Today's word processing equipment systems consist of a mixture of
various standalone machines, each designed to perform a specific
independént funCtion; "Now, the first links afe beginning to be made
merging'the standalones iﬁto embryonic office sYstems and leading to
the office of the future" ("The‘Office of the Future," 1§75, p. 56).

Predictions are that office systems of thevfuture»Will be‘totally



32

integratéd5 "Word processing will be tied to typesetting, micybfilm-
ing, data proceséiﬁg, _electronic: mail, and other office services
(Stedman, 1979, P; 83). According to Vadnais*of'3M'Corporation ("Word
Processing Heads To&ard Integrated. Office Sysﬁems," 1979), mést
offices are not reédy for complex integrated systems networks. "But,"
he coﬁcedes; "they»aré.readyvfor using'one or more elements that will
lead to such a system e?enpually" (p.‘lQS), ‘

'One of the moét f:ééuénély pfedibfed‘futufe de&élopments ié the
merger of word and daﬁa'processing‘systems»to~provide an integrated
inférmation proceséing system. 'Thé impact of data processing tech-
nology is already being felt in the word,prqcessing'indusfry in the
form of similar términology, system applicaﬁions, and personnel struc-
ture. According to Greenblatt (1976): |

It is conceivable that in the years to come the total proc?
essing effort for systems such as accounting, order -entry,
inventory control, sales, and financial analysis will be
designed to interact Qith a secretarial staff supported by a
computer as well as word processing equipment. The adminis-
trative and typing functions in such thoroughly integratéd
systems would fit ihtO'the work pattern in a totally dif-
ferent way. (p. 12).

"~ Successful integration, of the technologiés in'the»future will
depend on the willingness of office systems personnel to be flexible
and adaptable to change. Connell (1979), executive:director of the

Office Technology Research Group, states: "To be sdccessful, any
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attempt to  interconnect technologies will require coordinated
planning--in fact, a level ofbplanning never before attempted in the

office." (p. 124)

Summary

The organization of word proceesingvsystems was considered in
this investigation. As reported in the trade literature, two common
forms of word processing organization are centraliéed and decehtfal—
ized word processing. Word processing systems are best Suited for an
open office layout.

The assignment of correspondence tasks to the word processing
system was considered in this inVestigation.l According to the trade
literature, some organizations utilize the word processing system for
special applications only; dtherﬁorganizations submit all correspon-
dence work to the word processing system.

Types of word processing equipment »likely to be used in the
Richmond metropolitan area. in Virginia were identified. - Equipmeﬁt
identified through the trade literature ineluded standalone text-
editors, which process worde'Without the use of an external computer.
They include display and nondisplay systems. Standalone word process-
ing equipment is either hardware-based or software-based. Types of
computer word processing are communicating word processors, shared-
logic systems, on-line word processing systems, and time-sharing

systems.
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The types of dqéuments processeﬁ.in a word»procéssing system were
conSideréd. Five categoriésbof documeﬁts were'reporﬁed in the trade
'literature:. corr¢spondénce, repetitive:letters; reports,.phOtotype-
"setting, and férms and statistical typing. Longhandv is the most

common source of;input‘f6r dbcumentsvprdducediipiﬁbrd brocessing,‘
althoughxhachine dictation’is the input moderpreferfed by word‘prdéF;
essihg'prbfeésiohgls,; ihethﬁéd dréfﬁ_isfandther'popular source of
input that can be coﬁﬁined with OCR techndlogy t0'avéid ﬁnnecessaryv
refyping.

Titles used for Word ﬁrpcéssing:6§eratorg were,ideﬁtified in this
study. The review of 4thé"tradé,‘litefa£ure suggests thét‘bthere is
still no standardization among word processing job titles. Just as
new jobs were creéted for the déta»processing ihdustry,-new positions
aré also»béing créaﬁed for word processing. |

>0ne of thé objectives of this study was to in&estigate the future
‘of word procéssing in Virginia. The trade;literature Suggeéts that

greater emphasis on the use of screens and terminals, fhe‘use of>té1e—"
cbmmunications, éﬁd the use of micrographics_éan be expected in»the
future.

Predictions: are that the office systems‘of‘the:future will be
totally.integrated. However,,succeszul integration. of the technolo-
gies will dependvdn the willingneSs:sf office Systems‘persdnnel to be

flexible and adaptabie.



Chapter III
REVIEW OF LITERATURE

This investigation centered around businesses with word process-
ing systems in the Richmond metropolitan area. The specific factors
that were investigated were described in Chapter II, "An Overview of
Word Processing." Some of these facf.ors have been studied in word
processing research previously conducted by educational and business

researchers. A review of this research is presented in this chapter.

Organization of Word Processing Systems

When the word processing concept was originally formulated, the
only form of word processing 6rganization that was considered cost
effective and productive was the centralized one. Therefore, most
eariy word processing systems were centralized for both word process-
ing and adminis‘trative support services. Although parallel word
processing/administrative support structures were considered desir-
able, the implementation of administrative support systems has pro-
gressed at a slower rate than word processing support. After examin-
ing the impact of centralized word processing systems, word processing
vendors. and ’consultants began to realize that the centralized
mode of word processing/administrative support was not necessarily the

best approach for all organizations, particularly in instances when

35
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specialized departmental or techﬁicél needs had toibe met. Conse-
quently, the decentraliéed @ode of prganizatién, whichviﬁciudes de-
partmental satellifes and 'wqu groups,v is gaining in popularity. -

A ‘study by Rohrerv (1978)f of twelve "Fﬁrtune 500" companies
utilizing word proéessing in thekPittsburgh‘area indicated that the
most frequent _organizétioﬁal preférence was for the departmental
minicenter. The centralized geographic center was next in frequency.
The minicenter serving multiple departments was reported by two of the
respondents, and the work group approach existed in only one organiza-
tion.

Even though the population‘was limited, Rohrer's data indicate
that while a small-proportion of centers are geographically central-
ized (27 percent), a larger broportion (62 percent) are centralized by
departmént. Her findings suggest a compromise beﬁween the centralized
geographic approach and the decentralizedb functional approach. A
large percentage’of the respondents (42 percent) reported that their
organization had a separate:administrative support function.

In 1979, the'firﬁ'of Deutsch, Shea & Evans conducted a study of
the International Word Proceésing Association (IWP) membership. There
were 1,100 responses. Although the study did not address”the question
of centralization versus decentralization, 42 percent of the respond-
ents reported that they had a centralized administrative support
function. |

Word Processing Systems (WPS), a professional journal that serves

the word processing industry, periodically surveys its readers to
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assess the current status of the industry and to project plans for the
future. Walshe (1980), reporting results of the 1979 study of 259
readers, noted that 64 percent of the respondents reported that their
word proceseing system was centralized, thus indicating the continuing
popularity of,the centrelized approach. However, the fect that 17
percent reported e decentralized orgenizational structure and 19
percent reported‘ ak combination centralized/decentralized operation
indicates a need for decentralizatlon by a- number of organizations.
‘Fifty percent of the respondlng organizations reported the implementa-
tion of administrative support systems. |

Late in 1979, '-"National Study of Word Proce881ng Installations
in Selected Bu51ness Organizations was conducted by Delta P1 Eps1lou
(DPE),- the. honorary graduate _fraternity. in: buSinese .education
(Scriven, Holley, Wagoner, & Brown; 1986). ‘Sixty-two'percent of the
respondents reported»thet they had e‘centralized form of organization;
This figure.is similar to’the percentage (64 percent)vthat Walshe

reported for the Word Processing Systems‘study (1980). This finding

is in contrast to the trend toward decentralization'reported in the
popular literature.

" The differences in organizational structures that have been re-
- ported suggestithat both centralized and decentralized orgenizational
modes are feasible, depending on the goals and the functions of the
syetem. The respondents to the DPE study (Scriven et al., 1980) most
frequently (42 percent) reported haVing decentralized administrative

support  systems. Data collected for this study, as well as the
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previously cited studies, show that administrative support systems
have not been developed as extensively as word processing support

systems.

Word Pr:ocessing Equipment Utilization

The trade literature ~on word processing equipment utilizatidn
emphasizes the increasving growth. in number of installed CRT display
standalones and the diminishing utilization of blind standalones.

Forty-five percent of the organizations surveyed by Word Proc-essing'

Systems (WPS) iﬁ 1979 reported using CRT display standalones, while
’only 25 percent ’.reported using blind sfandalones (Walshe, 1980).

Another trend“anticipatedv‘in the trade literature is the in-
creased utilization of shared-logic systems. A small percentage (9 '
percent) of the respondents to the WPS‘ study had installed shared-
logic systems. Although the other research studies have not investi-
gated the use of shared logic, this study does.

The growing number of infhouse photocomposition imstallations is’
also reported in the tradelliterature. Organizations participating in
the Deutsch, Shea & Evans study (1979) were asked about the use or
possible. future use of photocomposition. ' Twenty-one pércent of the
respondents reported the use of photocqmposi!:ion; 39 percent indicated
,ﬁhat their: o'rgavnivz‘ati;iboh::had investiga'ted »the{vpo;ssibl‘e.‘us‘é of photo-
_composition. Seven percent of ‘the responde.nts to the WPS study plan

to install photocomposition equipment.
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Althoogh man&borganizations are planning to iostall photooomposi-
tion equipment,in their wordfprocessing systems, many other’organiza-
tionskconsider phofocomposition a function of their printing depart-
ments. This'pheoomenon»has‘not~beeﬁ discussed in the trade litera-

ture.

Types of Documents Processed In Word ProceSsingiSystems

As reported‘in the trade literature, correspondence prodﬁction
was the primary doeoment application for which word processing systems
were originated. Over toe years, other applications have been devel~
oped. A large majority (86 percent) of the principals who partici;
pated in the Delta Pi Epsilon study (Scriven, et al., 1980) indicated
that‘theirbword processing systems were usedvto produce correspondence.
Another aoplication tﬁat»waé mehtioned By the respondents was forms
fill-in.

The organizations responding to the Rohfer’study (1978) indicated
that ummos,ilette:s, repetitive documents, reports, and statistical
text wefe the most frequent applicetions for their word processing
systems. Forms, technical text, and eddress lists were reported as
next most frequent.

New -and diffefent applications haQe been developed for word pfoc-
essing since its early beginning. Accordingly, new hardware and soft-
ware advancements haée been designed to handle the new applications.
Mathemetical (calcuiating), statistical (columnar), and  technical

(equation) software‘packages are available for special applicationms.
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The new équipmeﬁt‘is also able to handle forms fill-invand ﬁhe complex
manipulation, revision, and éditing of text. Papér handling (even for
letters and envelopes) is no_lohger required; ‘As the eQuipment is
becoming more sophisticated, word processing Systems'are taking on
more sophisticated applications.

The input mode originaily proposed for the word processing envi-
ronmént was machine dictatidn. ‘Machine diétatibn as an input mode is
theoretically more efficient than other modes of iqput bécause the
principal and theisecretary are not both involved in the input process
and because properly dictated input is easier to transcribe than
longhand input (since explicit instructidns can be giVen regarding
spelling;b content, and special ‘punctuation). The use of dictated
input has not been as successful. as originally plannedilérgely because
of principals' resistagce.tb]change and their reluctance to accept
dictation training.» |

Lewis (1977) anductedvafstudf'tq:dgtermine the effect of word
processing on cOrfeSpondeﬁce originatioﬁ. A tw0jpart questionnaire
was_devéloped.ﬁo'survey'ﬁprd pfoceésiﬁg'SuperviSOrs and w§;d process-
ing users. Tﬁe survey pqpulation consisted of individuals employed by
organizations‘with word pfocessing‘systems that were included in the
mailing list of an unspecified wérd processing magazine. From a total
of 1,000 questionnaires, 320 usable returns were obtained.

Prior to the word processing conversion,.personal handwriting was:
the input source for 46 percenﬁ of the letters produced in the organij

zations. After the word processing conversion, direct telephone
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dictﬁtion accounted for 38‘ percent of the letters pvroduced,‘ while
haﬁdwritteri input" acco:uhted for "6»1'11y‘ 26 "percvvent.' Bus-in'éss klet‘ter
orginators who vr‘gcei'ved dictation t’raini‘ng, ahd/or é uéer's ,mamial were
‘more 1ike1~byv to dictate their correspondence than busifiéss ‘letter
originators who had received neither dictation ‘traihing n@; a wofd
procés‘sing user'é manual. |

'Machine dict'abtion_ is the ;ecdnunended niodé‘ of input into a‘ word
processing systexﬁ. The '.Stl;)ldy cémpleted by Lewis (1977) has impor,tanf.
implications for thev fra,ini:ﬂg ‘ot_' business letter originators in the
use of machine 4dict’a“ti:dn e‘quipmentv.‘ Originators who have been trained
to ‘dicta‘te wiil be more 11ke1y to vdicté..te-‘their CQ‘r’féép‘ohdence.

In the st':ud‘y‘_by Rohi‘ei (1978), dictatidn waé rth‘e most frequent
source of »inpl.lt‘vrfo.f l'nér“n()s; “cérfes'po'nde‘nc‘e, form® letters, and para-
graphs. Longhand was the most frequent input source for short re-
ports, statistical reports, addres:s lists, and foi‘ms . Thé typed rough
draft fvas the mdst frequent -input source for medium and long reports.

It is expectea that the (input) source for,medium‘or long

reports would be either longhand or "possibly s‘hortl:hand,

either of which could then be transcribed into rﬂough-draft
form. = This is. realistic because . the word o’rigi‘na,tor is

likely to make many ‘revisions in the first writing of a

report. Until he becomes skilled in the art of d‘icta‘tion,

longhand will continue to be ‘a corvlvenbien;t' initial -mode.

(Rohrer, 1978, p. 90)
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Bohrer's research'points out other variables that have affected
the acceptance-of machine dictation as an input mode--particularly the
length and difficulty of the material. 'Orlginators who are not experi-
enced with propercdictation procedures‘willvbe reluctantvto dictate
long or‘complex docnments.

The respondents to the Word Proce831ng Systems study (Walshe,

v1980) 1nd1cated that handwrltten 1nput accounted for 52 percent of the
workload, whlle dlctated 1nput accounted for only 35 percent of the
total workload = Although handwrltten 1nput contlnues to be popular,
dictated 1nput seems’ to be galnlng in popular1ty -These" trends will
'dlffer from system to system depend1ng upon the empha31s on d1ctat10n’
tra1n1ng The Delta P1 Ep51lonastudy (Scrlven, et al;, 1980) revealed
- that 1onghand'vas;the-mostﬁfrequentasourcebpf input to- the word proc-

essing systems included in the study.

Titles USedsfor.Word Processing Personnel

Although,nﬁny organiéations have created special positions fOrv
word proce551ng operators, there is at present no unlformlty in JOb
titles for-these positions. As preV1ously noted the 1975 IWp survey
(Deutsch, Shea & Evans) revealed 91 different job titles for word
processing‘operatotsf 'fhev1979'lWP survey (Deutsch,'Shea‘&‘Evans) of
word'procesSing operatorS'reVealed only 13 joh'titles.for word proces-
sing operators " This 1nformat10n is presented in Table 2.

The Rohrer study (1978) also investigated tltles used for word

bproceSSing operators. Rohrer’s study revealed 17 different job .titles
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Table 2

Titles Used for Word Processing Operators

Percentage of

Job Titles of WP Operatqrs Respondents
WP Operator o ‘ » » 25
Correspohdencé secretary ‘ 18
WP specialist ‘ v 15
WP seéretary ’ o 11
Secretary | : v 10
Opefator (Mag Card, etc.) 9
WP typist » | 6
Stenographer/clerk typist 6
Word processor | .4
WP technician v ' ' 3
Dictating machiﬁe transcriber : 3
Clerk 3
Editor/text edit operator 2

Source: Deutsch, Shea & Evans. Human Resources and Word
Processing. International Word Processing Association,
Willow Grove, Pennsylvania, 1979, p. 7.
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for word procgssiﬁg operators; theée titles are presented iﬁ Table 3. -
Although it is appafent thatbthe'job‘titles for the industry are not
éﬁahdardized;:thefe’seems to be less 6f a disparity at this point in
time“ﬁhan in the past. 'Word pr0cessing-opefat0r was thé‘job title
most frequently reported in the Delta Pi Epsilonﬂreséarch as well as
in the two stﬁdies cited above.

Larson (1980): reported 25 'different job tiﬁles used for word
processing supervisbrs. These are listed in Table 4. ' The great
diversity among these supervisory job titleévmay stemrffoﬁ the fact
that many of these supervisors- have organizationél titles which pre-
date the establishment of the word procéssing’system. |

Special support positions have been created for the word procQ
essing environment that parallel many of the positions. created to
support data processing systems. These special positions were invés-
tigated in the 1975 IWP $urvéy (Deutsch,>Shea & Evans). The special
' support positions mostbfrequentiy mentioned by the respogdents to this-
reséarch were programmers/analysts and proofreaders. ‘The ﬁine posi-
tions that were identified are listed in Table 5.

Rohrer (1978) also investigated the new positions,that'have been
created fbr the,wofd processing industry. The most frequent special
support positions reported in‘her,étﬁdy”wefe supblies clerk and- AS
personnel. Special suppbrt positioﬁs‘identified{by Rohfer’areflisted
in Table 6.

Word processing equipment has prdgreééiﬁélﬁtbecome more sophis-

ticated and adaptable. Current EQuiﬁmentfis”goftware-based and is
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" Table 3

Job Titles For Operators of WP Eqipment
Used By Respondent Companies

Number of Compénies

Job Titles Using Titles

Working Supérvisor ‘ ' 4
WP Operator , 4
Coofdinator to Supervisor 3
Lead Operator ' ‘3'
Correépondence.Secfetary ’ 3
WP'Specialist , 3
Typist | ) 3

~ Secretary 2
Stenographer 2
WP Technician 2
Word Processor >1
General Duty Clerk | 1

. Senior Correspondence'Secretary 1
Typist - WP ' 1
Steno-Ediphone-Opafator 1
Edit Clerk | 1
MT/ST Operator ‘ 1
Source: Rohrer, S. K. "Current Status of Word Processing in
Businesses in a Large Industrial City with Implications for
Business Education Curricular Change." Ph.D. dissertation,

University of Pittsburgh, 1978, p. 84.
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Position Titles of Word Processing Supervisors Interviewed
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PositiOn'Title

Number

Administrative Assistant
Administrative Services, Manager
Division Manager '

Lead Operator and Supervisor
Manager

Manager, Office Services
Manager, Publications Department
Manager, Technical Publications

- Manager, Typing Services D1v131on
Manager, WP Center

Office Manager

Office Services SuperV1sor
Office Supervisor

"Office Systems Analyst

Owner

Personnel Manager

Supervisor, Composition Services
Supervisor of Typing

Supervisor Publications and Public Informatlon

- Supervior WP

Supervisor WP Center
Supervisory Clerk-Typist -
Supervisory Management Analyst
WP Operations

WP Supervisor

e e e e U1 e e b b e b e e S e e N

Souréeir Larson, C. J.  "A. Study of Word Proce351ng to. Prov1de a
Rational: For Educational Programs

" of Northern Colorado, 1980, p. 47.

' Ed D. dlssertatlon,

University
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Table 5

Support Positions Created by Word ProceSsing -

Job Title Number

Programmers/analysts | 28
Proofreaders | . . ' 21
Technical specialists NEE :‘ o | 15
Editors/composers I o : 11
Trainers/Edusators : - R o | 8
Records/tap¢'Iibrarians,’ 4
CommunicationS/graéhics"épétialists ” 4
Schedulers/contro}lersf»U; 4
Format specialists » 03

Source: Deutsch, Shea & Evans. Word Pfocessing:and Employment.
International Word Processing Association, Willow Grove,
Pennsylvania, 1975, p. 14.
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Table 6

Job Titles Other Than WP Operator Which Report to
WP Manager/Supervisor Used by Respondent Companies

Job Titles v Number

Supplies Clerk 3
AS Personnel ‘- 3
Messenger = 2
Log Clerk - 2
Proofreader 1
Scheduler 1

Source: Rohrer S. K. '"Current Status of Word Proc-
essing in Businesses in a Large Industrial City with
Implications for Business Education Curricular
Change." Ph.D. dissertation, University -of Pittsburgh,
1978, p. 85. ‘ '
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frequently programmable. The fact that much of this equipmént func-
tiqns as minicomputer equipment and is used to handle word processing
and data processing applications suggests that programmers, librari-
ans, analysts, control clerks, and peripheral equipment operators will

be needed to suppoft the systems of the very near future.

The Future of:Word‘Processing

The future of word processing is the future of the office because
word processing will serve as a link in the chain of teéhnologies that
will shape the office of the future.

A team (the number was not specified) of well-knowﬁ word proc-
essing industry experts who participated in the Delta Pi Epsilon
research (Scriven, et al., 1980) were asked to give their opinions
about the future of word processing. -These‘experts agreed unani-
mously that there will be greater interaction between word proc-
essing and data processing. They were evenly divided about the
specific nature of this interaction and expressed two distinct
opinions:

1. - Word processing and data processing will be indistin-
guishable and will merge into information processing.

2. The organizational separation between word processing
and data processing will continue for some  time to
come. :

Another opinion expressed by the experts was that the development
of more sophisticated word processing hardware and software would
continue. They further believed that more software packages would be

available to-fécilitate-prbofreading (spelling, hyphenation, grammar,
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and pnnotuetion):end to solve the.problem of the incompatibility of
equipment from different vendors. |

It has been speoulated’thét‘executives will operate terminals in
the offlce of the future. This group of experts is of the oplnlon
‘that managers w111 operate easy-to-use termlnals and will requlre
~ office a351stants to help them with more ‘managerial tasks than are
currently being performed by secretaries and typists. Further, the
exberts believed that by 1985, the goals of word proceSsing will shift :
.from, efficiencyv‘to,»effeotiveneSSt and word processing 'Will make a
trensition from a doCument: production tool to ‘a management tool.

Lastly, the experts expressed the opinion thst tne sutdeSsdof the
office systems of‘the future will»depend less on the availability of
new technology thanvon.the'availability of people who are adaptable to
change and nilling to_Iearn to use the new technology in a'productiﬁe
manner. ‘ .

The resnondents to the Rohrer stndy (1978)‘also,predicted some
future.trends: - |

°  The volume of typlng tasks processed on word processing:

equlpment w1ll 1ncrease

°©  The volume of typlng tasks processed from dictation
media on word proce851ng equlpment w111 increase.

e The volume of typing tasks inputted by optical charac-
ter recognition will increase.

° The var1ety of typing tasks processed on word process=
ing equlpment will increase.

° The number of word proce331ng work stationms 1n the
system will increase.
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‘Word processing equipment. capabilities will increase.
Word processing -equipment interface with computer or
telecommunications equipment will increase. (Rohrer,
1978, pp. 104-5)

Larson (1980) completed a study of 35 word processing supervisors

in the San Francisco Bay area. The supervisors were asked to project

the changes they expected to see in the word processing industry in

the next 3-5 years. The changes most often projected were:

ing.

1. The mergér of data *pfoteasing and word processing.

2. _Decentrallzatlon of word process1ng within the organi-
zation.

3. The use of .optical character recognition.

4. The establlshment of an information department 1nclud1ng

word processing, data processing, and reprographics.

5. The use of. 1nteroff1ce ‘and 1ntraoff1ce telecommunlca-
tions. (Larson, 1980, p. 67)

Other Research in Word Processing

A total of 22 dissertations have been completed on wofd process-
Theseastudies fall into the toliowing categories:

Entry-level’job requirements for employment in word processing
Job satisfaction of word processing personnel

Word pfocessiﬁg in business-organizations‘

Word processing in the business education curriculum

Word processing task analyses

This study of word processing falls in the third category. Of

‘the seven studies that have been completed in this category, three

(Lewis, 1977; Rohref, 1978; and Larson, 1980) addressed research



- 52

‘questions that paralleled this investigation. The other four studies
investigated word processing in business with a différent purpose than
that of the current.inveéﬁigation.

ott (1979) completed ’a: study to détermine entry-level skills

necessary for employment in word processing,.whéther wordbprocessing 

eqﬁipment was used in businesses in Eastern Washington, the types of
word précessihg equipment (by manufacturer)'being used by'businesses,
and the employment opportunities for disadvantaged.Studenﬁs in entry-
level word processing positions. | |

Entry-leveivskills were identified for word prpéessing,opérators
and administrative secretaries. The majority of thev requndentsv
recommended that word prbcéssing be taught in public-schodls.'_One-
fourth of the 224 fifmsvcontacted‘by_mail ﬁSeé,word,pr§céssing,equip.
mént; The*majority’of the respondents indicated that there was a
future for disadvantagedrstudénts‘in word'brocessiﬁg@f

The purpose‘of Springfs surveyv(1977)”pf'19¥organizgtiqns‘wigh
word proceSéiﬁg.lCenters’ in  the 1urban :corfidér of 'Virgiﬁia ’ﬁés'rto
identify the factors infthe}wo;d prbcessingvconVe;siOh process, the
typing and nontyping tasks performed, and the employment tests admin-
istered in ﬁhe.word processing centers. |

Spring found‘that mqst of the ofganizations converted -to word
processing in order to imprové the quality»and Quaﬁtity of correspon-
dence in fheir_office. In most organizatibnstthe decisibﬁ to convert .
was made by upper management. The major problem encounﬁéred in thg

conversion to word processing was reluctance on the part of personnel
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to accept the word processing concept. Tasks perfo:med By correspon-
dence and‘administrative secretaries were identified. Most organiza-
tions administered a five-minute stfaight-copy test and required 50
wdrds‘per minute as the minimum typing speed.

Q'Sullivan (1977)'used a modified Delphi technique‘tb secure and
refine the forecasts of businesspéfsons and edu¢atdrs concerning tﬁe-
importance éf word processing in the office of 1984. Three paneis‘of

‘experts (20»administrators, 20 middle managers, and 20 office educa-
tion teachers) were maiied*afquestionnaire'on which the?frelatedvthe
likelihood of an‘évent to occur on a scalé of 1vto 4 (Very‘uﬁlikely
to very likely);

The groups generally cogcurredvon the impact of word processing
technology; however, the>degree-6f likelihobd‘waé different in some
cases. Educators expressed uncertainty that small'offiCes_wili be
using automatic typewfitersvby 1984. Businesspersons rated this a
very likely possibility. Educators did not agree with business groups
that secretarial fﬁnctions will be divided intovcorreSpohdéhce and
administrétive support{ ‘

Claffey (1980) studied_lSlfirms in New England to determine the
organizatipn andv0peration’of the,word>procé55ing centers, the job-
relatedﬂcharacteriéfics of qud procéssing gmployeesiof the_firm$;_gnd-
the perceptions of fhé”userétbfvthe”word'prdtessing tehtér;ﬁithinjthe:

organization.
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Claffey found fhat Considerable»vériety existed in £hé 6rgénizé- ‘
tioﬁ, purpose, and'ope?atioﬂ_of the word processing centefs that Wefe‘
surveyed. Englishyand‘tﬁfewritiug'skills were considered important
bharacteristics for word pfoceééing personnel. The ability to get'
along with people was the most desirable trait for word processing
center ' supervisors, operators, and -administrative assisﬁénts.: The
majbrity of individuals interviewed believed that, oVerall,‘there were
no adverse affects resulting from the present method of wora proc-

essing organization.

Summarzl‘

This  investigation centered éround businesses‘with word prdcesé-v
ing systems in a major metrdpolitan area in Virginié.' This chapter
contained a review 6f‘previous edﬁcatibnal and busihéSs feéeérch thaﬁ
related to this‘studﬁ.b

The organization of word p;ocessiﬁg systems caﬁ;bé:éentrélized‘or
decentralized. In her 1978 studyvof twelvé "qutuﬁé 500" companies in
Pittsburgh, Rohrer found thaf a compromise betweeﬁ fhe’centra1ized and 
the decentralized word processing system 6f organization was being
used by the respondent organizations. In the 1979 Word ’Proééésing
Systems study'(Deutéch, Shea & Evans) and in the 1979 Delta Pi Epsilon
study (Scriven, et al., 1980), 64 pefcent of the respondenfs reported
the use of‘the ceﬁtralized mode of organizatioﬁ.

The trade literature on word pfocessing emphasizes the increas-

ing popularity of the CRT display standalone and the diminishing
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popularity of the blind standalone. Forty-five percent of the organi-

zations;tespOnding’to the Word Processing Systems .study reported‘thé
use of CRT standélones; 25 percent reported ﬁsing blind standalones.
Nine percent of this population hadvinétalled Shéred-logic systems,
and 21 percent fepofted the use of.photdcoﬁposition.

Eighty-six perceﬁt of_the.respbndents to the'Delta Pi Epsilon
study (Scriven et al.,,_198d)“indicated fthat their word processing
system ﬁas' used to produce corrésppndence;t forms;'fillfjjxiwas _also..
mentioned 'as- an ?application;“ In the Roﬁrer ‘stuﬂy-_(i§58), imemos5
letters, repetitivev documenﬁs, agd statistical ‘tggt._Were the most
frequemt,applicatiohs-fof the wofdvfroceé;iﬁg center.

Lewis (1979) sﬁudied the effect of dictatiqn training on corre-
spondence ofigination. He found that principals who were trained tob
diétate;were more likelyvto originate théir correspondence by maéhine,
dictation. Rohrer found that the mode of originatioﬁ depénded'on ﬁhé‘

length and difficulty of the document. The:réspondents to the‘Word

Proéessing Systeﬁs_stu&y (Walshe, 1980) indféated-thatqlonghand input-
5c¢6un£ed for 52 perceﬁt of the total workload, while dictated input
aécouhted for only 25 percent. |
Although manyvorganizétions have created speciél poéitions for
word processiﬁg personnel, there is at present no uniformity among
the job titlés used for these positiops. The 1979 IWP study.(Deutsch,‘
Shea & Evans) revealed 13 job titiésifor word processing.operators;

the Rohrer study (1978) revealed 17;» The literature also indicated
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that special support positions, such as'»proofféader, ‘analyst, and
tréiner, have been created for this industry.

‘A team of weil-known word processing industry experts partici-
pating in the Delta Pi Epsiloﬁ research (Scriven et al., 1980) agreed
,‘that thére will be greater interaction between word and data process-
ing in the future. RéspOQdents to the Larson study (1980).51so pre-
dicted such an interaction. The u$e.df‘obticaljcharactef reébgnition
and telecommunications waé alsdipredicted in tﬁe latter two studies.

A‘total of 22 disserta;ionsghave‘beeh,cbmpleted‘on word process-
ing. Studies which relatéﬁ?o_thiélresegrch‘have beenlfeviewed in;this
chapter. |

No current research is availablglon ﬁhe implementation of word
- processing in Virginia;' This Stﬁd§; was unaerﬁékehfvfb‘ add to the
knowledge bése available about word processing and to examine how the
previously discussed aépécts of word>prqcessing ére_being implémented

in the Richmond metropolitan area.



Chapter IV
PROCEDURES

This chapter is concerned with (1) selection of the survey site,
(2) selection of the survey population, (3) development of the survey
instrument, (4) validation of the survey inStrument,. (5) interview

procedures for data collection, and (6) data analysis procedures.

Selection of the Survey Site

- Frame (1976) suggests that a word processing survey population
should consist of organizations such as law offices, banks, medipal
clinics, manufactﬁrers, and gqvernménfal offices where;th§ vo1ume of
paperwork calls for some form of office workvspééialiéation and sys-
temization. o

The Richmond,tiVirginia, Vmetfdﬁolitan'parea'was selected as the
survey site”bééauéngfﬁthé“high)Cﬁncéntration of»drgénizétibﬁs that
are likely to ;bénefit from the implementation of Word processing..
Richmond is the capital city of.the Comﬁonwealth 6f Virginia. It is

the site of not only state government offices but also of a host of

other public agencies, corporations, and private businesses.

57
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According to the Virginia Emplo&ment Commission (1978, pp. 115-
116), the largest industry groups represented‘in the Richmond metro-
politan area are services, trades,-and manufacturing. Service indus-
.tries‘account.for 28 percentvqf'totél employment. Trade is the second
largest indﬁstry group, accountiﬁé for 23 percent of total employment.
Manufactufing accounﬁsﬂfor 18 percent 6f_emp19yment. Other important
industries include finance, public administration, transportation,
communication and utilitieS}v and- Constructionf  A suﬁmary of 1985
employment projections by ih&ﬁstr&.for the‘Richmond;métropolitan aréa
is contained in Table'Y. | | | R

White-collar employment,accountsvfor over half of total industry
employment in the Richmond ﬁetfoﬁolitaﬁ éfea‘and iS'pfedictéd by 1985.
to increase by 18 percent. Clerical océupations‘accoﬁnt_for 22 per-
cent of white-collar employment in Richmond and will 'provide'vthe

largest ﬁﬁmber of job openings through 1985.

Selection of the Survey Population

Two other researchers (Spring, 1977; Rohrer, 1978) have_attémptedv
to- idéntify a population of organizations using word proceséing
through the use of a standard industrial directory. In both in-
stances, such an apptoach reéulted in the identification of a limited

population. For ‘example, Rohrer used the Fortume 500 Directory and

identified only twelve organizations in Pittsburgh utilizing a super-
vised word processing system. Similarly, Spring consulted Dunn and

Bradstreet's Industrial Directory andvidentified twelve organizations
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vTaple 7

Major IndustryiEmpioymént Distribution
‘ Projections for 1985
Richmond Metropolitan Area

Industry Number
Agriculture, Forestry, Fishing 3,000
Mining 500
Construction 26,900
Manufacturing 56,100 -
_Transportation, Communication, Utiiities 20,000
Trade 77,500
Finance, Insurance, Real Estate 27,100
Service Industries 95,300
Public Administration 24,100

Source: Virginia Employment Projections to 1985,
Virginia Employment Commission, 1978, p. 119.
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utilizing word processing in the urban corridor of Virginia for her
study; she also consulted the telephono direotory to identify addi-j
tional hospitals and educational institutions. The result was a total
survey population of nineteen1Organizations.

Murranka (1979) coodﬁcted a task analysis of ‘woro:‘processing
occupations. The surveyifopulatioh for\ﬁhis'study‘oonstﬁed of WOf& ‘
processing personnel employed by forty-nine organizations in Phoenix,
Arizona. Murranka identified her sufvéy‘popuiafion bf'consulting the -
membership directory of the Arizona Wofd Processing Association be-
cause this was the most comprehensive list availablenof organizations
using word processing in the Phoenix area. Lewis (1977) used the
mailing list of an unspecified word processing magazine to identify a
population of word processing managers and'supervisors.

For this study of word processing systems in a major metropolitan
area in Virginia, the researcher identified word processing managers
and supervisors who are knowledgeable of the current operation of the
word processing systéms within their organizations and of the future
plans for modification or expansion of these systems. 'Membérs of the
Word Processing Association of Richmond were chosen - as the survey
population. This group of_word proceésing professionéls was organized
in 1973 and, according to the 1979-80 president, Michael E. Rider,
represeots 96-95 percent of the supervised word prooesSing installa-
tions in the Richmond area. The Word Processing Association of
Richmond defines a supervised word processing installation as one

having someone responsible for its management and staffing. The
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populaﬁion is therefore representative of organizations utilizing word
processing in the area. Membership of the association as of April
_ 1981 included approximately 50 supervised ﬁord processingvsystemS'iﬁ'
law offices, insurance companies, banks; medical orgainizations, .
manufécturing 'ofganiZations,,vnon-profit organizations, utility com-

panies, and governmental agencies.

Development of the Survey Instrument

This study of w§fd processing was concerned with syStems organi-
zation and implementation, empqumenffPétferns,»and plans for futuré 
systems expansions’and appliéatidﬁ“ofﬁémerging-technologiés, In order‘
to understand how Qord processing s&étéms gte”qrganized-in the Riéhmondv
metropolifan éreé, data were*gathe;ed on systems cbﬁfiguxatiqns and on v
the assignment of ﬁﬁrresponden§é §ork,téfthe,wordibroCeééingAsystém.
While employmeﬁt ﬁéfterns in the wo:d_processing field are becoming
standardized, there iévstiii bbﬁsiderablé vériatioh from one area to
another. Thefefore; data about .jpb classifiéations and number of
- workers emp16y§d>Werercollécﬁed’and analyzed. Fﬁrther, the backbone of
a word processing ‘system ‘is the eqﬁipment of tﬁe téchnoiogy that
drives it. Accordingly, data were gatheréd on the tyPes of equipment
currenily:being used and on plans for expansion and apPlication.Of‘
‘emerging technologies. |

.k_vThe questions contained ' in the survej*instrument were adapted
from én-instruméht:developed by Rohrer (1978) for a study of the

current status of word processing in businesses in the Pittsburgh.
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area; Since the qnestions contained in sections of the Roﬁrer instru-
ment were closély related to the research questions of this study,
~ they were adapted to formulate the instrnment for this study. The
following'adaptations were made to the Rohrer instrument. |

Questions regardingutho'work‘cxpeiience'and background’of the
rgspondents'were’expanded‘to~inc1ude‘dota-sboutﬂthe c&Qe of‘organizaf
tion represented and the managcmentfof che systemf:‘Questions regard-
ing the supervisors' training on Qord.‘pfocessing eouipment were
bomicted because they were not included in the research questions of
this»invéstigation.

QueStions concerning the: physical organization of the word proc-
essing system and the types of equipment used were expanded into two
séctions for the sake of clarity and simplicity.

Questions that dealt with five-year projections for thé use and
applicacion of word processing equipment were expanded into two sec-
tions dealing with projections for the growth of’thé word processing
system and with projections for the application ofvemefging technolo-
gies.

Questions concerning the concept of division of work were con-
densed—into the section headed "Assignment of Correspondence Tasks to
the Word Processing System.'" Questions about current and emerging job
classifications for word processing were divided into two sec-
tions. Questions about types of documents processed in the word:
' processing system and the sources of input for these documents were

expanded into two sectioms.



63

Questions regarding skills, knoﬁledges, and abilities needed for,
word’processing were omitted’becguse they‘were.ﬁqt included in the
research questions ofvthis»inVestiggtiqn, * |

Questions éoncerning“preferféd Eourcés of recruitménfkénd{sélét-
tion of word pchessing operatorQ:Were omitted because they were not
included in the;resé;féh qﬁeétiSns df-thig investigation.v

The questions contained on the cover pagé qf the instrument were
designed ﬁo gather data~abqgt*thevtypes‘of‘organizations represented,
Athe‘baékgrouﬁdﬁiqf the word pfocessiﬁg hanagers, and’ﬁhe management of
the WOrd’pfoéessing‘systems. The instrument (Appendix A) contained -
the foliowing: | " |

Section I - the organizational structure of the WOrd‘processing
system

Section II - the assignment of éorrespondence tasks to the word.
processing system

Section III - the types of equipment utilized in the word proc-
essing syétemb'

»Sectioﬁ'IV *‘the types of documents proceséed-in,the wérd'proc-
essing systeﬁ

Section V - the mode of input for documents pfocesséd in the word 
proceséing system

Section VI - job classifications created.for the word processing
system

Section VII =~ other job classifications created for the wo:d

processing system



Section VIII = fi#e-ﬁear projections for the growth and'expansioh :
of the word processing system
. Section IX - five-year projeétions»for the application of emerg-

ing technologies

Validation of the Survey Instrument

‘Borg ‘and Gall (1971, p. 202) suggest that'in:addition to the
preliminary check of survey‘items that is made to iocate ambigﬁities,
it»ispdesirable tb conduct a validation of the instrument. A panél of
qualified'experts should be selected to review the instrument and to
indicate whether certain questions are ambiguous or whether provisions
should be made for certaini-re3ponses that are .not included in the
instrument. West (1977, p. 10) concurs: validdtion of data collec-
tion instruments is mandatory.

in order to ensufeithe clarity and validity of thé survey instru-
ment, ‘a panel of 'fqur word processing managers and ‘four business
educators (Appendix B) was selected to review the instrument. The
survey instrument was mailed to the eight pénel} members, who »had
agreed in advance to particip&te in the VAlidatibn study. After the
participants had sufficient time to respond to the instrument (about
onevmdnth), the researcher interviewed each participan; personally to

freviewvresponses and reactions topthe“instrument. The'purposé of this
interview was to assess the clarity and appropriateness of the ques-
tions and to elicit suggestidns for modifications. The survey ipstru-

ment was then revised and pretested on two word processing supervisors



,,,,,,,

. 65

in. the Tidewater area of Virginia. It was then revised to its final

form.

Interview Procedures for Data Collection

Borg and Gall (1971) emphasize the importance of tranémitfall'
techniques in determining the perceﬁtag¢‘ of, responses ‘obtaiﬁed in
survey research. On May 12, 1981, the Survev instrument, along with a
letter of transmittal (Appendix C), wés mgiled_tpi63 word processing
managers/supervisors  idgntified through the Aﬁfil”,198}_ membership
roster of the Word Processing Association.Of Ricﬁmqnd; The tféns-
mittal letter explained the purpose and significancevof the study, the

importance of the respondent's participation, and the prqcedures for.

collecting the data. Beginning on May 18, 1981, the researchérb.”

placed telephone calls to pafticipants to set up appointments to
complete the survey instrument.

After allowing for multiple meﬁberships from - the same brganiza-
tion, the researcher determined that 50 word processing systems were
represented in the survey population. Between'May 19 and Jﬁne,12, 44
personal interviews were conducted, three.telephone interviews were.
conducted, and three survey instruments were returned by mail. The
mailed returns were followed up by telephone interview. ' The response
rate was therefore 100 percent. The researcher thanked each partici-
pant at the close of the interview and also placed a thank-you note in
the July-August issue of the Word Processing Association of Richmond

~ bimonthly newsletter.
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Data Ahalysis Procedures |

The purpose of this stﬁdy’wes'to’inVestigate the implementatioﬁ'
of word processing in a major metropolitan area in Virginia. Descrip-
tive statistics were employed to analyze the data collected from the
population of word processing managefs_and supervisors in the Richmond
metropolitan  area. .Means, modes5 percentages,‘ranges, and frequency
distributions were calculated as apffopriate,.

The first major research question addressed by this'investigation
was: How is the word processing concept being,implemented in busi-
nesses with word processing systems in the Richmond metropolitan area?
To answer this question, the following specific questions were inves—
tigated and data eollected for them were analyzed as noted.

a. What is the size of word processing installations in
the Richmond metropolitan area? (The responses to the
preliminary question "What is the size of the word
processing staff including yourself?" were used. The
mean, median, and range were reported.) ;

b. What percentage of organizations operate the word
processing system for multiple shifts? (The responses
to the preliminary question "For how many shifts is the
word processing system in operation?" were used to
calculate percentages.)

c. What form of office layout is used in the word process-
ing system? (The responses to the preliminary question
"What form of office layout is used in the word proc-
essing system?" were summed and percentages were calcu-
lated.)

d. What forms of word processing system organization are
being utilized? (The number of ‘affirmative responses
to each organization option in Section I was totaled
and percentages calculated to determine what percent-
ages of the respondents were using the varlous forms of
organization.)
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What number of secretaries is employed in word process-
ing systems in the Richmond metropolitan area? (To
determine the average number of secretaries employed in
word processing: systems, the responses placed in the
column "No. of Secretaries Employed" were totaled and
averaged.) c '

‘What is. the number of principals served in word proc-
essing systems in the Richmond metropolitan area? (To
determine the number of principals served by word
processing systems, the responses placed in the column
"No. of Principals Served" were totaled and averaged.)

To what extent are correspondence tasks assigned to the
word processing system? (The affirmative responses to
each option in Section II were totaled and used to
calculate percentages.)

What type of equipment is being utilized in word proc-
essing systems? (The affirmative responses to types of
equipment listed in Section III were totaled and per-
centages were calculated.) '

What types of word processing equipment are used most
frequently in word processing in the Richmond metropol-
itan area? (To determine the equipment used most
frequently in word processing systems, the responses
to the "How Many" column for each type. of equipment
listed in Section II were totaled and averaged.)

What percentage of the word processing systems in the
Richmond metropolitan area are using communicating word
processing equipment? (To determine the percentage of
word processing systems using communicating  word proc-
essing equipment, the affirmative responses to the
"Communicating Feature'" column for each type of equip-
ment listed in Section III were totaled and percentages
calculated.)

What percentage of specific types of documents are
being processed in word processing  systems? (The
responses to -each option in. Section IV were converted
to percentages, and the percentages were averaged.)

What is the frequency of' input mode for documents
processed in the word processing system? (To determine
the most frequent input mode for each type of document,
the responses to the options for each type of document
in Section V were summed and averaged.) -
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" The second major research question addressed by this investiga-
tion was: What current employment patterns exist in businesses with
word procéssing systems in the Richmond metropolitan area? To answer
this question, the following specific questions were investigated and
data collected for them were analyzed:

a. From what positions were word processing managers and
supervisors promoted into their positions? = (Responses
to the preliminary questions "What was your former job
title?" and "For how many years did you hold this
title?" were used to develop a table. listing current
and former positions and tenure in each position.)

b. What style of management organization is being used in
word processing systems? (The responses to the options
in the preliminary question "Please <check the state-
ments below which apply to the management of your
organization'" were totaled and percentages were com- °
puted.)

d. In what numbers are workers being employed in these job
classifications? (To answer this question, the number-
of workers employed in -each classification in Section
VI, for all respondents, was averaged.)

e. What other job classifications have been: created for
the word processing industry? (To answer this ques-
tion, the affirmative responses to the classifications
listed in Section VII were totaled and percentages were
computed. )

f. In what numbers are workers being employed in'these job
classifications?  (To answer this question,.the number
of workers employed in each classification in Section
VII, for all respondents, was averaged.)
The third major research question addressed by this investi-
gation was: What plans do businesses with word processing systems in

the Richmond metropolitan area have for word processing systems expan-

sion and for application of emerging technologies in the next five
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years? To answer this question, the following specific questions were
investigated and data collected for them ﬁeré_anQIYZed:

a. What plans do organ1zét10ns in  the Richmond: metro-
politan area have for the growth -and expansion of word
processing in the next five years? (For each projec-
tion in Section VIII, the percentage respond1ng to each.
choice was calculated )

~b.  What plans do organlzat1oné in the Richmond metrdpoli-.”
tan area have for application of emerging technolog1es
in word processing in the next five years? (For each

application in Section IX, the percentage respond1ng to
each choice was calculated )

Summary
For this sﬁudy of word processing in a major metropolitan éteé,in.>_
Virginia, the researchér édministeredva surVéy‘instruﬁentltb,SO Wérd
processing managers/ supervisérs'in the Richmond metroﬁdlitaﬁ areé:
The survey instfuménﬁ was adapted from an instrumént deVeléped by
Rohrer (1978) for a study of the status of word p?ocessing‘in‘busi-
nesses in Pittsburgh, Pennsylvania. The instrument was validated Bﬁla
panel of four word processing managers and four business eduéétbfs,éﬁd:
was revised based on their suggestionswl The .instrument VWas théﬁ
pretested before the data were collected.
Descriptive.statistics4were used to analyze the data collected-
from the pppulationvof &6rd prbcessing managers. The results of thé

‘analysis are presented in Chapter V.



Chapter V
FINDINGS

This chapter includes an analysis of‘the_data_colleéted f;qm 50
“word processing managers and supervisors in the*Richmond metropolifan
area. The éhapter containsvthe following seétions: | |
Profile of>the ReSpOndents
Implementation of:Word'Proéessing
. Employment'Péttérns'in‘Word Procéssing'

:_FutureiPlans.for Word Processing Systéms'

Profile of the Respondents

A»description of the types of organizationé represented in the
>study and of the educational background of the:fespondeﬁts is provided
below. This information gives the reader a'perspective'ofvthe'sufvey

population.

Types of Organizations Rgpresented»

| This‘study of“word prpcesSing;sYétems in the Richmond metropél-
itan afea"involved 50 Qérd processing,.managers and supervisoréf_
representing.diverse’areés of buSinéés activity. The largest organiza-
tional group repreSentéd was»govérnment (24 percent). A breakdown of
the types of organizations represeﬁted is contained in Table 8. The

names of the participating organizations are listed in Appendix D.
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Table 8

Types of Organizations Represented in The Study

: Representation
Type of Organization Number Percentage
Government 12 24
Banking/Finance | 10 20
Manufacturing , 7 14
Insurance | 4 8
Legal ' 4 8
Utilities 4 8
Medical 2 4
Non-profit ' 2 4
Retailing ' 1 2
Other : ‘ 4 8

Total 50 100
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Educational Background of Respondents

" All of the respondents had completed high school, and a large
percentage of them (42 percent) had taken some college courses.
Nearly a éuarter of them (22 percent) had completed business college.
Twelve percent hold four-year degrees, while an equal number of re-
spondents (6 percent each) hold master's and two-year degrees. One
individual had earned a Ph.D. degree shortly before becoming a word

processing supervisor. These data are reported in Table 9.

Word Processing Training Background of Respondents

The most freqﬁent source of word processing training reported by
the respondents (64 percent) was vendor hands-on equipment training
followed by’ professional word processing seminars (40 percent).
Vendor-sponsored supervisory/management training and on-the-job train-
ing were each reported by an equal number of respondents (36 percent).

These data are reported in Table 10.

The Implementation. of Word Processing

The first major research question addressed by this study was:
How is the word processing concept beingjimplemented in businesses
with word processing systems in the Richmond metropolitan area? In
answer to this quéstion, the following data are presented:
Size of Word Processing Installations
Number of Shifts Word Processing Systems Are Operatlonal
Forms of 0ffice Layout

Organizational Structure of Word Proces31ng Systems
Assignment of Correspondence Tasks

0O 0 0 0 O
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Table 9

Educational Background of Respondents

v _ Respondents
Level of Education Number Percentage
High School Only 5 10
Business College 11 ‘22
Some College 21 42
Two-Year Degree ' 3 6
Four-Year Degree 6 12
Master's Degree 3 6
Ph.D. Degree ' | 1 2

Total 50 o 100
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Table 10

Word Processing Training Background of Respondents

» Respondents

Type of Training Number  Percentage#*
Vendor Hands-on Training ‘ 32 64
Professional Seminars ‘ SRR 20» 40
On-the-Job Training - 18 ' 36
Vendor Supervisory/Management ( | v 18: “ - 36

Training .
In-House Suﬁérviéory‘Seminar$b ‘ .. 10 ;  ,';261;
College Courées | | | 4 ‘ 8
Other (Four-year Degfée)' o 1 e 2

*Totals exceed 100% due to multiple responses.
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Equipment Utilization
Types of Documents Processed in the Word Process1ng Systems
Modes of Input for Documents Processed in Word Processing

‘Size of Word‘Processing'Installations

| The size of word processing'installations in the Richmond metro-
'politan area ranged‘from 2 to 29. The mean word processing staff size_j
was 9. The median staff size was 13, while 27 of‘the:respondents
reported having a staffISize of between 4 and>9; Data regarding the

size of word processing installations are reported in Table 11.

Number'of Shifts Word Processing SyStemstre»Operational

In order to increase the cost effectiveness and productivity of
word processing :equipment, organizations are beginning to operate
their word proce581ng systems for multlple shifts. Only 20 percent of
of the organlzatlons surveyed in thlS study reported the use of mul-
tiple shifts; half of this number (10 percent) are in operation for

two 8-hour shifts} These data are“reported in Table 12.

Forms of OffiCe’Layout

The open (modular) form of offlce layout, whlch is considered the
most funct10na1 for a word proce351ng system, was reported‘vby 58
percent of the respondents Many of the respondents who are currently '
using a traditional layout have 1nd1cated that they are. 1n the process
of converting or plan to‘convert to a modular layout as soon as funds

are available. These data reported in Table 13.
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Table 11

Size of Word Processing Installations
in the Richmond Metropolitan Area

Installations

Size of Staff Number Percentage
1- 3 6 - 12
4 - 6 16 32
7 - 9 11 22
10 - 12 5 10
13 - 15 4 8
16 - 18 ' 4 » 8
19 - 29 4 8

Total : 50 100
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Table 12

Number of Shifts Word Processing Systems Are Operational

Word Processing Systems

Number of Shifts Numbexr . Percentage
1 40 , 80
1% 3 - 6
2 5 10
3 2 4

Total 50 100
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Table 13

Forms of Office Layout Used in Word ProceSsiﬁg,Systems
in the Richmond Metropolitan Area

Form of Layout . Numbef . .. Percentage
Open (Modular) = 29 - 58

Traditional 21 . 42

Total 50 100
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Organizational Structure of Word Processing Systems

The forms of organization reported by the respondentsiare listed
in Table 14. The organizational form most frequently reported (96
percent) was the centralized mode. A mean number of eight operetors
were employed in this form of organization to serve .a mean number of
v171 principals. . In ome instance a county government with offices
geographically dispersed reported a totally decentralized word proc-.
essing organization with a centrally located word processing coor-
dinator who serVes as a word processing analyst, trainer, and consul-
tant.

Another organization with a totally automated office system re-
ported'avfullyvdecentralized word processing and administrative sup-
port system that is coordinated by an office automation»analyst. In
this system, . eight office assistants provide‘ word processing -  and
administrative support for 32 pr1nc1pals |

Fourteen percent of the respondents reported haV1ng a centralized
adminlstrative support system, while eight percent of the respondents

reported having decentralized administrative support.

Assignment of Correspondence Tasks

‘The essignment of correspondence tasks in the participating word
‘proceSSing systems is presented in Table 15. A majority of the re-
spondents (58 percent) report that their word processing systems are
responsible for all typing tasks. A somewhat smaller percentage (40

percent) are responsible only for special typing applications. Twenty
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~ Table 14

o Form of Organization, v
Average Number of Secretaries Employed, and
~ Average Number of Principals Served

Number of  Number of

 Form of Organizations Reporting Secretaries Principals
Organization . Numberli Percentage Employed Served
Centralizgd WP 48 96 8 171
Decentralized WP 4 8 4 18
Centralized AS ‘ 7 14 6 | 84 .
Decentfalized AS A 4 8 10 143
Centralized WB/AS - - - -
Decentralized WP/AS 1 2 7 30
Work Clusters 2 4

Note: (WP=Word Processing, AS=Administrative Support)
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~ Table 15

Assignment of Correspondence Tasks L
to the Word Processing System.

: v : Organizaﬁioﬁsﬁ‘»

Assignment . - Number Percentage*
All Typing Tasks ‘ 29 58
vSpecial Applications : ' 20 . 40
Special Applicatibn,and Overflow . : 16 ‘-»32
Secretaries Use WP Equipment _ 10 20
Other - o B

*Totals exceed 100% due to multiple'réspénses.
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percent of the respondents indicated that secretaries outside the word

processing system are using unsupervised automated equipment.

'Eqplpment Utlllzatlon

As ‘found in the 11terature, the CRT dlsplay standalone wes also
thevmost popular'type of equipment in use‘by this population. Seventy
_percent’ of tne respondents reported using an“anerage number of five
pieces of tnis typedor_egnipment; while 52:percent reported the uée”of
~an average number of four blind standalones. Nearly a quarter of the
respondents (24 percent) are u51ng shared loglc systems, and 12 per-
cent are using photocomp051t10n equipment. One installation is on
line to a main frame computer. These-percentages exeeed 100 percent
due to multipie responses. This infdrmation is reported in Table 16.
The data also indicate the percentage of equipment that is equipped
witthOmmunicating capabilities. The CRT display was equipped for

telecommunication in 38 percent of the cases.

Types of Documents Processed in the Word Proce531ng System

The document class1f1catlon most . frequently mentioned by the re-
‘spondents was memos/letters. The data presented in Table 17 indicate
~ that fer 88 percent of the respondents this application accounts for
33 percent of their total workload. The primary document application
for which word processing equipment was"developed was repetitive
letters/paragraphs. For 76 pereent of the respondents this applica-
tion accounts for 18 percent of their totzl workload. Statistical and

- textual reports are being processed by 66 and 56 percent of the



Table 16

Types of Equipment Used in Word Processing Systems
in the Richmond Metropolitan Area

Percenﬁage ‘ Average Number Percentage Equipped

Type » of Systems Using - of Pieces for Communication
CRT Display o 70 5 38
Blind Standalone 52 ) 4 12
Shared-Logic System 24 ' 6 12
One~Line Display o 14 » A 2 - 2
Photocomposition 12 a 2 2

On-Line Computer 2 L C12 - 100

€8



» Types of Documents Processed in Word Processing Systems

Table 17

Document Classification

Respondents Reporting*

Number Percentage

Mean Percentage
of Workload

Memos/Letters (One-time)
Repetitive Letters/Paragraphs
Statistical Reports/Financial Statements
Textual Reports ' '
Confidential Letters
Address Lists
Forms Completion
Forms Design
- Legal Documents
Brochures/Newsletters
Records Processing
Mathematical Text
Medical Documents
Technical Reports
Manuscripts -
Other
Manuals
Envelopes

44 88
38 76
33 66
28 56
25 50
19 38
19 38
17 34
16 32
13 26 .
13 26
9 18
5 10
3 6
4 ‘ 8
9 18
1 2

33
18
18
16
9
12
9
3
32
3
7
11
40
9
7

17
30

*Three reépondents were unable to quantify their work.

78
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respondents, respectively. A&dress lists, forms design, and forms
completion were meﬁtioned by more than one third of the respondents.

It_is interesting to note that for 10 percent of the respondenés
medical documents comprise 40 percent of their total workload. The
fact that these respondents specialize in the medical field (a hospi-
tal, a clinic, a pharmaeutical manufacturer, and two health department
offices) accounts for this phenomenon.

On the other hand, the 16 respondents processing legal documents
report that this application accounted for only 32 percent of their
workload. In this instance, banks, insurance companies, and state
agencies are processing a smaller volume of legal documents thén law

firms.

Modes of Inﬁut'fbr Docuhehfs7Proce5sed in Wofd‘Processing JEAR

The modéé of input for doéumehts frocesseé in the wofd procéésing
systems are presented in:Table 18. The numbers iiSted under each mode
of input represent the mean rating reported by the respondents (3
equals high, 2 equals medium, 1 equals low). - Thus, the higher the
rating, the higher the frequency of the mode of input.

On this basis, it would appear that OCR is the most ffeduént
source of input for many of the document classifications. Note that
the ratings for OCR are genefally higher than thosg headed '"longhand;
"typed‘draft," "dictatéd," and "pre-stored.”  When OCR is adopted as
an input mode, no other forms of input are accepted in word process--
ing. Therefore, the small nnmbérbof.respondeﬁts whovuse OCR as’ an

input source use it almost exlusively. They were generally law firms.



Table 18

- ‘Modes of Input for Documents, Mean Ratihg for Each,
and Number Reporting Use of Each Mode

Modes of Input

- Document _ Long- © Typed Dicta~- ‘Pre-
Classification ~ hand N/R . Draft N/R ted N/R OCR N/R ‘Stored N/R
Memos/Letters 2.6 35 1.5 11 2.3 31 3.0 3 1.9 8

Repetitive Letters/ ' .
Paragraphs 1.8 20 1.4 8 1.4 10 2.6 6 2.8 29
Statistical Reports 2.6 31 1.6 14 1.5 4 3.0 1 2,2 6
‘Textual Reports 2,5 25 2.1 11 1.9 8 3.0 1 2.0 3
Confidential Letters 2.3 19 1.3 4 1.6 15 2.3 3 2.0 " 3
Address Lists 2.2 15 1.9 15 1.0 3 3.0 1 2.6 14
Form Completion 2.8 16 1.3 3 1.5 4 0.0 0 2,0 1
Forms Design 2.6 22 1.8 5 1.0 4 0.0 © 3.0 3
Legal Documents 3.0 9 2.0 3 2.4 8 2.8 5 2.4° 7
Brochures/ - S R
Newsletters 2.7 9 2.0 7 1.6 3 3.0 1 0.0. 0
Records Processing 2.2 11 2.0 5 1.0 1 3.0 "2 2.6 8
Mathematical Text 2.3 7 1.3 3 1.0 2 3.0 2 2.0 2
Medical Documents - . 3.0 4 1.0 1 2.0 4 2.0 1 3.0 1
Manuscripts . _ ' ' :
Technical Reports 2.5 12 2.0 4 1.2 5 1.0 1 1.0 1
Other. T . , ’ » el
Envelopes 3.0 1 = - ' C= - - - - -
>0 S ‘

Manuals 8 1.5 2 L - - - - R -

98

Note: Rating Scale, 3=High, 2=Medium, l=Low
- N/R = Number Reporting, Total N = 50
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Th"e_ moéf | frequent sourcesb of .vinpu‘t for memos and letters aré :
longhand and machiﬁe dictation. A ‘nearly even number of réSp‘ondénts -
ére processing a high amount of longhand and dictated input--35 re-
spondents reported a mean rating of 2.6 for llonghand", whereas 31
respondénts reportbed a meaﬁ rating of 2.3 for dictated iﬁput‘. Fo_r'
these one-time documents, there is a mbderate amount (mean ryati-r‘_i,‘g
equa‘l‘é,v 1.9) of pre-stored input, whichvsuggesté that these do'cﬁments '_
are ;evised. - |

Pre-stored input is thé most".f:equnt mode of origination for
repetitive " documents (mean ,fating ’eqﬁalﬁs"’ 28) S New, repefitive docu-
ments are genefali_yv: w;:itten invlonghand.. S |

Thirty-‘o’xi’e ofthe respévnde‘nts r-eport‘edv"»thaf‘ s‘tha'ti-‘stic:él: vre'ﬁqr_,tév "
are generally wr‘it_ten:»( in longhand (mean rating of 2.6); 25 of thev"
reSpondents repofted‘ that": v:t:';e;tﬁal- 1‘:ep.‘ortl§ areb gen.e‘.rally written in
longhand (mean rating of 2.5). 'These.'do.cuments are aiso submitted_as
typeci‘ drafts. ‘R’o‘hrer (1978) found that many’ briginétors are more
comfortable inputting long or technical reports .from typed d’réfvt’s’.‘
Twenty-two of the respondents re’ported‘that forms design work was gén-
erall}? submitted in. ’1ong‘haqd (mean rating equals 2.6).

The “respondents whq Process legal j}.nptvlt‘ indicated ~that, it is fre-.
qﬁently submitted Via OCR in a typed draft (l‘neaﬁ‘ rating equals 2.8).
An even gréater amount of loﬁghand input of->‘1égal documents (mean
rating equals 3'.0) was reported by organizations processing legal
input without the use of OCR. Beéause of the standardized nature oAf.
many légal documenté , a moderately high rbamount of legal input is

‘;pre-stored (mean rating equals 2.4).
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Records processing involves the- manipulation of data stored in-

files; therefore, the existing input is usually pre-stored (mean

rating equals 2.6) and the new input to the file is generally hand-»l

written (mean rating equals 2.2).

In answer to the first research question, "How is the word proc-

essing concept being implemented in businesses with word processing

systems in the Richmond metropolitan area?" the following information

emerged:

1. The mean word processing staff size was 9, although a range of 2
to 29 was reported.

2. A large majority (80 percent) of word processing systems are in
operation for one 8-hour shift. :

3. The open (modular) office layout is the most popular form of word
processing office landscaping.

4. The single, centralized word processing system is the most popu-
lar organizational structure.

5. An average of eight word processing secretaries are employed in
the word processing systems.

6. An average of 171 principals are being served by the word proc-
essing systems. '

7. A majority of the word processing systems are responsible for all
typing tasks; ‘a smaller percentage are responsible for special
typing applications only. :

8. The CRT standalone is the most popular type of equipment in use
by the respondents. '

9. Word processing equipment is .being equipped for telecommuni-

: cations; 38 percent of CRT standalones and 12 percent of blind
standalones are equipped with communications capability.

10. The document application that was most»freQQently processed by

the respondents (88 percent) was memos/letters.
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11. Longhand and machine ‘dictation are the most frequent sources of

: input for memos/correspondence.  Longhand is the most frequent
source of input for technical, statistical, and textual reports.

OCR is used almost exc1u31vely by those organlzatlons equlpped‘u-

with this. 1nput capab111ty

'Empioyment Patterns in Word Processing -

Thevsecond major research questlon addressed by th1s study was:
What employment patterns ex1st ‘in bu51nesses w1th word proce331ngv
vsystems 1n»the Richmond metropolltan,area? _In’answer tonthls"ques-
tion,>the‘following data are presented: .

©  Respondents' Current and Former Job Titlesdand Tenure in -

Each Position
: Respondents Years. of Superv1sory and Operatlonal Experlence’
'-,Style of Management Organlzatlon

Word Processing Job Classificationms, Average Employment, and
‘<F1ve-Year Employment PrOJectlons

Spec1a1 Word Process1ng Job ClaSS1f1cat10ns, Average Employ-.-
ment, and Flve-Year Employment PrOJectlons

Current ‘and Former Job:Titles and Tenure in Eacthosition'k

The 50 word.,pfoczessingz m‘ana’tgers who participated in ‘the studyr
reported 20 different job' titles’ for word processing -personnela
_Ninety percent:oflthese'job\tities are‘directly‘related to word proc-
essing. The titles appear in Table 19. | |
| The most frequent jot title (reported by'17:individuals or 34
percent of thev.population) was '""Word Prdcessing Snpervisor." The
second most frequent JOb t1t1e (reported by 6 1nd1v1duals or 12 per-

cent of the population) was "Word Processing Manager." Three of the



Table 19

Respondents' Current and Former Job Titles' and
Tenure in Each Position

Tenure Tenure

 Years Months

Current Job Title

Former Job Title

Years Months

Correspondence Secfetary

WP Supervisor - 1 - 3
WP Supervisor - 1 WP/Lead Operator - 2
WP Supervisor - 6 Administrative Secretary 2 6
WP Supervisor - 6 Staff Supervisor 2 -
‘WP Supervisor 1 - WP Supervisor 2 -
WP Supervisor 1 - Executive Secretary 1 -
WP Supervisor 1 - Graphics/Composition/Art 2. -
WP Supervisor 1 - ' Working Supervisor 1 -
WP Supervisor 2 - Evaluation Specialist 2 -
WP Supervisor 3 - Production Typist 2 -
WP Supervisor 3 - Administrative Assistant 6 -
WP Supervisor 3 - 'Departmeht“Head Secretary -9 -
WP Supervisor 3 - Correspondence Secretary 4 -
WP Supervisor 3 6 WP Operator 1 6
WP Supervisor . 4 - . Sr. Admin. Secretary 10 -
WP Supervisor 6 - WP’ Operator 5 -
WP Supervisor 6 - Operator 4 -
WP Supervisor 12 - Supervisor, Typing 12 C -
WP Manager 1 - Staff Assistant 1 -
WP Manager 3 - ~ Secretary ‘ 2 -
WP Manager 2 - Manager Records Control 11 -

- 06



Table 19 (continued)

Respondents' Current and Former Job Titles
and Tenure in Each Position

Tenure Tenure

Current Job Title - Years Months Former Job Title Years Months
WP Manager 1 6 Assistant Manager 1 -
WP Manager . 7 6 Secretary 2 -
WP Manager 9 - Lead Operator 3 -
Manager, Information

Processing - = 2 Manager of WP Center 2 -
Manager, Information ’

Processing- : 1 - WP Manager . 2 6
Manager, Information. . Manager of Administrative

Processing S 3 6 Services 5 -
’Supérvisor 6 1 Administrative Assistant 1 6
Supervisor v 1 6 Administrative Secretary - 3
Supervisor ‘ 2 L - Medical Secretary 22 -
WP Center Supervisor 2 - WP Operator 5 -
WP Center Supervisor 4 - Operator WPC Equipment 6 -
WP Coordinator .8 -~ . Correspondence Secretary 1 6
WP Coordinator 2 - Secretary v : 8 -

o : Correspondence Organization

WP Operations Supervisor 1 - Supervisor 1 -
WP Operations Supervisor 1 - WP Equipment Operator 2 -
Administrative Assistant 5 - Administrative Assistant 5 -

Data Processing Supervisor 6 = WP Supervisor 6 -

16




Table 19 (continued)

Respondents' Current and Former Job Titles
and Tenure in Each Position

Current Job Title

Tenure

Years Months

Former Job Title

Tenure

Years Months

Director of WP and
Communications

Manager of Administrative -
Systems .

Manager of Secretarial
Services

Office Automation Analyst

Owner

Section Chief, Secretarial
Support

Senior WP Operator

Operations
WP Section

Supervisor of Stenographic
Services :

Supervisor WP/Administrative

Support
WP Senior Clerk
Supervisory Manager
of Operations '

WP Supervisor

Manager of WP
Supervisor of Secretarial
Services
Systems Analyst
Personnel Director
" . Property Manager

Administrative Secretary
WP Operator

Clerk D - WP Section
Supervisor of Stenographic

Services

Supervisor WP _
WP Correspondence Secretary

Office Manager

w
[}

13 =

43
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respoﬁdents held thg title "Mana”ger of Information Processing" and one
respondent held the j‘vob\ title "Office Automatioﬁ Analyst" reflecting
the transition of word procgssing tc; tﬁg hub of the i‘nteg'rated’office.

‘The fact tha£ 36 indi?idua‘ls or 72 'peré’ent of the respondents
have been in thevir. current position for one year or less is indicative
of the career i)aii.hs' in word proéeééing that lead to management.
Forty-three individuals or 86 percent‘of the respondents were promoted
into their current position from another word procvessing or secre-
tarial position. Thirty percent wete formerly word processing opera-
tors, 18 percent were formerly word processing supervisors, 18 percent
were' formérly secretaries, 14 percent were involved in adminsfra.tive
office management, and 6 percent were involved in word processing
management, and 6 percent held positions as administrative assistants.
Table 19 1lists the current and former job titles of the respondents.

and tenure in each position.

Years of Supervisory and Operational Experience

Thirty-five or 70 percent of the respondents have had prior
experience as word processing operators. Twenty-nine or 58 percent of
the respondents have had three years or more of supervisory expe-
rience. Table 20 1lists the years of supervisory and Qperationai

experience of the respondents.

Style of Management Organization Répo;rted by Respondents
Three-fifths of the respondents reported that their word proc-

essing system was managed by both a manager and a supervisor. Fifty
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Table 20

Years of Supervisory and Operational Experience

Supervisory Operational
Experience Experience
Job Title Years Months Years Months

Administrative Assistant 5 - 0 -
Data Processing Supervisor 12 - 5 -
Director of WP and

Communications 4 - 3 -
Manager of Administrative

Systems 5 - -0 -
Manager of Information

Processing 3 - - 6
Manager of Information

Processing 5 - 5 -
Manager of Information

Processing 3 - 0 -
Manager of Secretarial

Services " 7 - 2 -
Office Automation Analyst 0] - 4 -
Owner B 10 - 10 -
Section Chief, Secretarial

Support 4 - 0 -
Senioxr WP Operator - 6 1 -
Supervisor - 1 2 -
Supervisor 1 6 4 6
Supervisor 2 - 4 -
Supervisor of Operations '

Word Processing System 6 - 6 -
Supervisor of Stenographic

Services 7 - 0 -
Supervisor WP/Administrative '

Support ' 2 6 3 -
WP Center Supervisor 2 - 5 -
WP Center Supervisor 4 - 15 -
WP Coordinator: 4 - 2 -
WP Coordinator 2 - 0 -
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Table 20 (continued)

Years of Supervisory and Operational Experience

Job Title

Supervisory
Experience

Years

Operational
Experience

Months Years

Months

WP
WP
WP
WP
WP
WP
WP
WP
WP
WP
WP
WP
WP
WP
WP
WP
WP
WP
WP
WP
WP
WP
WP
WP
WP
WP
WP
WP
WP

Manager
Manager
Manager
Manager
Manager
Manager

Operations Supervisor
Operations Supervisor
Senior Clerk

Supervisor
Supervisor
Supervisor
Supervisor
Supervisor
Supervisor
Supervisor
Supervisor
Supervisor
Supervisor
Supervisor
Supervisor
Supervisor
Supervisor
Supervisor
Supervisor
Supervisor
Supervisor
Supervisor

Supervisory Manager
of Operations
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percent of the 'fespo'ndents indicated that the manager was responsible
for other functions such as administrative support, records manage-
ment, or data processing. - Nearly 25 percent of the respoﬂdeﬁts re-;
ported that the word processing supervisor was‘ a working supervis’or:.

These data are reported in Table 21.

Word Processing Job Classifica_tidh__s

The orgaﬁizations participating in the study réport‘ed 25 dif-
ferent job cl_assificati'ons that have been created for their word
processing operations. ‘As presented in Table 22, the mvost frequent
supervisory jﬂob titles reported were word proc,es_si‘ngb supe.,rvisor and
word processing manager. T—he most frequent operatidnal job titles
reported were word processing operator and corfésponding ‘secretary,
Four of the respondents reported supervisory job titles that are
organizational ra;her than word processing joB titlés_:v unit,head,H

senior clerk, section leader, and office assistant. .

Average Employment and Five-Year Emplbyment Projections

‘The ‘averége‘empl’oyment of word processing personnel is highest
for the word processing operational titles. The average employment of
all word ~procéésiing, ‘operators_ (word processing operators, correspon;’
dence secretaries, typists, word processing equj.pment operators, word
pfocéssin,g "sec‘retaries.,b word pfocessors; Mag II froduction tybists,
and office aSsisi;ant_:s) is 7 Vindiv:"L»'du,a’ls. One respondent empldys
"corresponding.- secretarv‘j.e_s" to answer inquiries from ’spbnsors. A

corresponding secretary uses an online computer system to géther the
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Table 21

Style of Management Organization Reported by Respondents

Respoﬁdents
Style of Management Number Percentage®*

WP Manager and Supervisor , 30 60
WP Manager Only 8 16

WP Manager Oversees Other

Functions 25 : 50
WP Superviéér Only 6 12
WP Coordinator | 4 :, 8
Working Supérvisor ‘ 11 22
Other 1 2

*Totals exceed 100% due to multiple responses.



Word Processing Job Classifications, Mean
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Table 22

Number Employed, and Five-Year Employment Projections

Mean Five-~Year
Respondents Number Employment
Job Classitication Number Percent Employed Projections
Supervisory
WP Supervisor 20 40 1 2
WP Manager 19 38 1 1
WP Lead Operator 13 26 1 1
WP Coordinator 6 12 1 1
Other '
Information Processing
Manager 3 6 1 -
Office Automation Analyst 1 2 1 -
Section Leader 1 2 1 -
Senior Clerk 1 2 1 1
Unit Head 1 2 1 1
Operational
WP Operator 18 36 7 6
Correspondence Secretary 15 30 6 6
WP Specialist 8 16 4 3
WP Trainee 6 12 2 2
Typist 4 8 6 2
Other
WP Technician 4 8 3 2
WP Equipment Operator 3. 6 5 2
‘WP Secretary 1 2 14 -
Corresponding Secretary 1 2 12 5
Form Letter Secretary 1 2 2 2
Sr. Cor. Secretary 1 2 4 1
Communications Operator 1 2 2 1
Word Processor 1 2 6 6
Senior Word Processor 1 2 1 -
Senior Word Processing
Operator 1 2 - -
Mag II Production
‘Typist 1 2 3 -
1 2 7 -

Office Assistant
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data needed for the response; the secretary then uses thelword proc-
essing capability of the system to generate a reply.

Similarly, the highest average projected five-year employment
increase (mean' equals 6) is also projected for the operational.jobv

titles. These data are also presented in Table 22.

Special Word Processing Job Classifications

As reported bin. the literature, organizations are beginning to
create . spec1al word process1ng support positions. The data in Table
23 report on this phenomenon in the Richmond metropolitan area. Word
processing proofreader is the»suPPort«posltion that was most often
reported (by'éoipercent of‘the-resPondents).:tThezimportanee of proof-
reading to the word proce551ng function is thus emphas1zed Other
support p031t10ns that were mentioned by 10 percent of the respondents
were: word,processing trainer,fword processing analyst, word proc=
essing input/output elerk,‘phototypesetting specialist, administrative
secretary, and administrative support.supervisor;l Some support titles:
mentioned that arevhot previously reported ihithe Iiterature include: -

OCR clerk, printing technician, and teletype specialist positionms.

AveragevEmployﬁent‘and Five-Year Employment Projections

The averagevemployment‘in the special positions isbgenerally be-
tWeeh 1 to 2 indi#iduals because the positions are created to serve
staff support functions. Another service function that has emerged
from the development of word processing is the parallel administrative

support function.'Individuels in administative support provide



100

Table 23

Special Word Processing Job Classifications, Mean
Number Employed, and Five-Year Employment Projections

. Mean Five-Year
' Respondents Number Employment
Job Classification - Number Percent Employed = Projections
WP Proofreader 10 20 2 1
WP Analyst ) 5 10 2 2
WP Input/Output Clerk 5 10 1 2
Trainer 5 10 1 1
Administrative Secretary 5 10 6 8
AS Supervisor 5 10 4 1
Phototypesetting Specialist 3 6 2 1
WP Editor - - - -
WP Messenger 3 6 1 1
Other
Clerk : 1 2 1 -
Control Clerk 1 2 1 -
Log Clerk 1 2 1 -
OCR Clerk 1 2 - 1
. OCR Input Specialist 1 2 2 3
Proofreader/Editor 1 2 1 1
Printing Technician 1 2 2 -
Routing Clerk 1 C 2 - -
Teletype Specialist 1 2 - 3
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nontyping services for the office. 'The admioistrative support func-
tion, therefore?'requires a largei staff size (éverage'6). The larg-
est projected employment increase for speoial sﬁppopt.positiOns is in.
the area of adminiStfative-support (8). Five-year employment projec-
tions for the other' special support. positions range fiom 1 to 3.

In answer to the.second fesearch question; "What cuprenﬁ employ-
ment patterns exist in busihesses with word processingvSVStemS'in phe

" Richmond metropolitan area?" the following information emerged:

1. Eighty percent of the word processing managers and supervisors.
surveyed have had previous word processing experience. Ninety-
eight percent of the respondents have had previous supervisory
positions. '

2. Seventy percent of the word processing systems are managed by
both a word processing manager and a supervisor. Twenty-five
percent of the organizations employ a working superv1sor (w1th
keyboarding responsibilities). :

3. TWentyffive3different job classifications were reported for word
processing personnel. The most frequent job titles reported were
word processing supervisor and word proces31ng operator.

4. Average employment of word proce551ng personnel is greatest (7)
for word processing operator positions. Five-year projections
for increases in employment are also greatest (6) for the word
processing operator positions.

5.  Word processing proofreader, word processing trainer, word proc-.
essing analyst,; word processing input/output clerk, and photo-
typesetting specialist were the special support_p051tions most
frequently mentioned by the respondents. Administrative support
supervisor and - administrative. secretary were also mentioned as
job classifications that support the parallel administrative
support function. Lo

6. On the average, one individual is employed in special word proc-
essing support positions. The average employment of administra- -

. tive support secretaries is six. The respondents reported an
_average employment of one individual in the position of adminis-
trative support supervisor. -The employment of administrative
support secretarles is progected to increase in the next five



102

years by six. The employment of administrative support super-
visors is not expected to increase significantly within the next
five years. '

Five-YéarﬁProjections for the Growth and Expansion
"of the Word Processing System and for the
Application of Emerging Technolbgies»

The third major”teSearch question addréssed by»this’study wasf
What " plans do Busineésés'vwith word processing systems‘ in a major
metropolitan area in ‘Virginia have for systems expansion and for
appiication of emergiﬁg: téchnologies in the next fiVe years? In
answer to this question, the following data are ptesented:

° Five-year Projectionstcr the Growth and Expansion of the

Word Processing System
Five-year Projections for the Application of Emerging Tech-

nologies

Five-Year Projections for Word Pfocessing
Systems Expansion

The data presented in Table 24 réfieét the pfojected‘gfowth and
expansion of the word processing systems for the population of this
study. lNinety*tWO percent of‘the respondeﬁts exbect their Volumelbfv>
work to inérease in the néxt‘five years, and 86 percgnt-of them expect
the number of principals served by their system to increase. Ninety
percent of the respondents expect equipmeht capabilities to increase,
and - 84 percent of them expect to acquire additional equipment.
Seventy-two percent of the respondents expect the variety of the work

they process to increase.
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" Table ‘24 3

Flve—Year PrOJectlons for the Growth and: Expan51on of the
. Word Proce331ng System

Percentage of Respondents Indicating

will Will  Will Not
Projections ~ Increase = Decrease Change
Volume of documents processed on WP
equipment 92 - 8
Volume. of documents processedsfrom ; .
typed draft copy 36 20 : 44
Volume of documents processed from
longhand : 24 ' 48 o 28
Volume of documents: processed from S o
dictated input S 78 ' 4 - 18
Variety of tasks assigned to the ‘
WP system o 72 ' 4 24
Number of pr1nc1pals served by o .
WP system 86 - 14
Number of 8-hour shifts WP system , .
operates ’ 24 - 76
Amount of overtime incurred in
the WP system ‘ 18 . 8 - 74
Number of equipped WP work

stations 84 o 4 12

Present WP equipﬁent capabilities 90 : = o 10
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The use of dictated input is expected to increase according to 78
percent‘ of the respondents, while the use of longhand as an input
source is expected to ihcrease'by only 24 percent of the fespondents.
Further 48 percent expect the use of longhand input. to decrease
Respondents who W1ll ‘be placing greater emphasis on machine d1ctat10n
as an input mode expect less 1onghand input as or1g1nators‘become more
comfortable with machine dictation. .The use of the typed draft is
expected to increase by 36 percent of the respondents.' Two reasons
were cited for this increase: the use of OCR readers, which require
typed - drafts, and e,general increase in the volume df work. Because
of the increased prodﬁctivity expected from improved equipment and
processing procedufee, the number of 8-hoﬁr shifts of operation and

the amount of overtime incurred are not expected to increase.

Current Applications of Emerging Technologies

Table 25 contains data regarding current applications ef‘emerging
technologies. Eighty-six percent of the respondents reported the use
of display-based equipment: standalones, shared-logic systems and
on-line compufer terminals. Because most of. the eﬁrrent equipment ie
software-based, 74 percent of the survey population is using software-
based eQuipment. Twenty-four percent reported the use of shared-logic
systems, and twelve percent reborted the use of photocompositien. The
use of OCR readers for input was reported by 14 percent of the survey’

population.
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Table 25

Current Use and A@plicafion of EmergiﬁgvTechnologies

o Perdentagé of.RESpondents Indicatihgfb
- Percentage will Will - Will Not

‘Applications © In Use Increase ~ Decrease ~Change S
Display-Based (CRT) : o L o =
Systems 86 90 - : 10
Software—~Based WP o v
Systems ' 74 : 90 - 1o
Shared-Logic Systems 26 - 50 _‘ - . 50
‘ Integration of WP ' ‘ ' ; »

' Systems . - 30 , 74 - 26
_OCR Readers for Imput 14 26 -
Photocompoéition _‘12, . . 36 ' - v 64
Computer Output o . o

Microfilm (COM) 6 20 - 80
Micrographic Filing v ‘ - ‘

Systems _ 6 : 28 - 72
Desk-Top Terminals

(Principals) o 10 32 - 68
Intercompany o , _ v

Telecommunications 16 64 - 36
Iﬁtracompanyv : v

Telecommunications . 12 36 _ - o 64
WP/DP Interface ‘ 16 ' 70 - 30

Intelligent Copiers
(Laser Printers) 8 48 - - 52
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Five-Year Projections for the Application of Emerging Technologies

‘Five-year projections for the‘application of emerging technolo-
gies are presented in- Table 25. >Ninety percent of the respondents
" will increase fhé‘uSeiof display4ba$ed and software-based equipment.
Because equipment from different vendors foérs different features, 74
percent §f the reSpondentsvexpéct to increase the‘iﬁtegration of word
processing eéuipment systems from different Véndérs. The integration -
of word processing and data‘pfocessing and the use of telecommunica-
tions havevbeén predicted as emerging trends for the office of the
future. For this group'of respondents, 70 percent plan to increase
WP/DP interface and 64 percent plan to increase intercompany tele-v
communications. Thirty-six percent plan to increase intracompany
telecommunications as well.

The: use bf intelligent copiers, desk-top terminals for princi-
pals, micrographic filing systems, OCR, and phototomposition_has also
been predicted for the office of the future. As Table 25 reveals, all
of these applications will be put to increased use by the respondénts

in the next five years.

Other Projections

The following additional projections were reported by the re-

spondents:

| ° Decentralized work clusters (1 respondent)
° Decentralized word processing systems (2 respondents)
° Electronic filing cabinet (2 respondents)

° Desk-top high-speed printers for secretaries (1 respondent)
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Electronic mailbox (1 respondent)
Expansion into a WP service bureauv(l respondent)
" Involvement of prinCipais inbinformation processing
a respondent) » _
Integrated WP network Q respondent)

More communlcatlon W1th other systems (1 respondent)

e On-llne WP/DP system (2 respondents)

° Use of computer-compatlble machine shorthand for input
1 respondent)

In answer to the third research question "What plans do busi-

nesses with word processing systems in the Richmond metropolitan area

have for word process1ng systems expansion for appllcatlon of emerging’

technologles in the next - five years?" the following information .

emerged:

' Five-Year Projections for Word Processing,Systems.Expansion

1.

The volume of documents typed on word processing equipment will
increase according to 92 percent of the respondentSn

The volume of documents typed  from typed draft copy will not
change according to 44 percent of the respondents.

The volume of documents typed from longhand copy w1ll decrease

according to 48 percent of the respondents.

The volume of documents typed from dictated: input will increase-
according to 78 percent of the respondents.

The variety of tasks assigned to the word processing system will

‘increase according to 72 percent of the respondents.

The number of prinicpals served by the word processing system
will increase according to 86 percent of the respondents.
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The number of 8-hcur shifts the word processing sytem is opera-

tional will not change accordlng to 76 percent of the respond-
ents.

The amount of overtime incurred in the word processing system
will not change according to 74 percent of the respondents.

. The number of equipped word processing work statlons will in-
‘crease accordlng to 84 percent of the respondents

Present word processing equipment capabilities will 1ncrease-

accordlng to 90 percent of the respondents.

Five-Year Projections for Application of Emerging Technologies

1.

10.

11.

The use of display-based systems will increase according to 90
percent of the respondents :

The use of software-based. systems will increase according to 50

percent of the respondents

The use of shared—logic systems will increase according to 50
percent'of the respondents.

The: integration of word processing equipment systems will in-
creasetaccording to 74 percent of the respondents

The use of OCR for 1nput will not change accordlng to 76 percent
of the respondents.

. The use of photocomp031t10n. will not change according to 64

percent. of the respondents.

The use of computer output‘microfilm_(COM) will not change ac-
cording to 70 percent of the respondents.

The use of mlcrographlc flllng systems w1ll not change accordlng
to 72 percent of the respondents.

.- The use of desk-top terminals for principals' will not cliange

according to 68 percent of the respondents.

The use of intercompany telecommunications will not change ac-

cording to 64 percent of the respondents.

The use of intracompany telecommunications will not change ac-
cording to 64 percent of the respondents.
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Word processing/data processing interface will increase accordlng

to 70 percent of the respondents

The use of intelligent coplers w111 not change accordlng to 52
percent of the respondents



Chapter VI
SUMMARY, CONCLUSIONS, AND RECOMMENDATIONS

The purpose of this study was to investigate the implementationb
of word processing iﬁ a major metropolitan area in Virginia. Fifty
word processing maﬁagefs and supervisors representing the Word
Processing Association qf Richmpnd, with members from the metropolitan
area, comprised the study population. The study was divided into
three sections: (1) the implementation. of word processing,
(2) employmgnt patterns'in word prdcessing, ‘(3) five-year prdjec-
tions for wora pfocessing systems‘expansion and application of emerg-
| inggtecﬁnologies\

A nine-part instrument was used to gather data as follows:

1. Organizaﬁion of thélword processing system

2. Assignment of corréspondence tasks to the word processing system
3. "Types of equibment ﬁtilized in the word processing system

4. Types-bf documents processed in the word processing system

5. Modes of input for documents processed in the word processing

system
6. Job classifications used in the word processing system
7. Spe;ial job classifications used in the word processing system
8. Five-year projections for the growth and expansion of the word

processing system

110
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~ 9. .FiVe—year projections for the appliéétioﬁvof emerging_ﬁechnolo-v

gies in the‘word p?bﬁeésingvsjstem; : |

”Thefinstrument Wésfvaiidate&vby‘a'pahel'of fbﬁr bﬁsiness éduca-

toré.énd-féur wordvpfobessing man;gefs and was pretesfgd on two word
processing supervisbrs; 'The‘intervieﬁ method was used to collect the
data during May and,Juﬂe-of’1981._

Descriptive statistiés were.emp1oyed to_analyze‘the data col-
lected from the population of word processing managers énd. super-
visors. »Means, modes, percentages, ranges, and frequency distribu-

tions were calculated as approprate.

Summary of the Findings

The 50 word processing managers and supervisors participating in
the study represented a variety of organizations. The largest organi-
zational groups fepresented were government, banking/finance, and
manufacturing,IHAll of the respondents had completed high school; 11
had completed business college; 3 hold two-year college degrees, and 6
hold four-year college degrees. Three of 'the respondents hold a
master's dégree ,and one respondent had completedb a Ph.D. degree.

The most frequent sources of word processing tréining reported by

the respondents were - vendor-sponsored handé-on training (64 percent)
and professional seminars (40 percent). Vendor-sponsored management
training and on-the-job training were also mentioped by 36 percent of

the respondents as sources of word processing training.
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: The Implementatlon of Word Proce531ng
| The f1rst ‘major research questlon addressed was: Hou;lsvthe word 3

processing concept be1ng implemented in businesses Withlnordvproc-

essing‘systems in the Richmond‘metropolitan area5 .

The number of employees in the word proce551ng 1nsta11at10ns sur-
ﬁveyed ranged from 12 to 29. The meanvstaff s;ze_waS'9, fOnly¢ten
percent~of the respondents 1ndiceted that their Word proeesSing'sys—
tems,Were.in.operstion for 2 eight-hourvshifts;,and,only 6»percent-
-reporteddtheruseiof:l%vshifts,“‘The-nodular form of officerlayout was
f._reported by 58 percent of the respondents, in. addltlon, many of the:
'?;respondents 1nd1cated that they plan to convert to this form of offlce
o layout in the near future

~ The organlzat1onal node reported by 96 percent of the respondents
was the central1zed word proces31ng system »An.average of §‘operators
were employed,ln this form of organization to serye‘an7everage-of 17l
principals. Seven ofhthe respondents.reported havingra,centralized:
administrative support system  while four reported havinéie,deeenf:
tralized administrative,supportrsystem." | N

A majority‘of the’respondentS'(58vpercent) indicated»that theiriff=
word processing'system‘was responsible for all'organizetionsl'typinglf
tasks. .Forty percent indicated thatltheir systemCWas‘responsible for
special applications only.‘ A slightly smaller‘_percentagelreported
‘beingkresponsible for special applications and;overflow,onlygn d

- The CRT display standalone isiin‘use by,7pgpercentdof-the re-

spondents, while 52 percent reported the use of blind standalones.
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Shared-logic and photocomposition equipment is in use to a lesser
degree (by 24 and 12 percent, respectively).

Memos and letters represented‘33 percent of the total workload
for 88 percent of the respondents. Repetitive documents accounted for
18 percent of the total workload. Statistical and textual reports ac-
counted for approXimately 25 percent of the workload. Medical docu-
ments adre processed primarily by medical specialty. organizations;
legal documents are processed by banks, iﬁsurance companies, and state
agencies in addition to law firms.

The mose frequent seurces of input for memos and letters are
10nghahd and maehine dictetion (from a possible 3;0, the mean ratings
equal 2.6 and . 2.3, féépéétiVély);_ ’Prefecofded input is the most
frequent mode of'ﬁqrigination‘ for repeﬁitive doeuments’ (mean rating
equals 2.8). New repetitive documents are originated in longhand.
OCR is used almosf exclusively for input by the four law fifms that

were studied.

Employment Patterns in Word Processing

The second major question addressed by this investigation was:
What employment patterns exist in businesses with word processing sys-.

tems in the Richmond metropolitan area?

The 50 word processing managers who participated in the study
reported 20 different job titles. Wofd'processing supervisor and word
processing manager were the most frequent job‘titles (46 percent).
Thirty-six percent of the respondents have recently been promoted to

or hired for their word processing management position. A large
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number (80 percent) of the respondents'were;promoted‘intdmtheir cur-
rent position jfrom vanother word processing position. Fifty-eight
perceht of the reépondents héve had three yearé §r mqré of supérvisory
experience. - Additionally, 70 percent of the respondents havé had
experience as a word processing operatOr.

Seventy pefCent of‘ the respondents reported that their word
processing system is managed by boﬁh a‘word proéessing manager and a
word processing supervisdr. Fifty percentvof'the respondents indi-
cated that the manéger was responsible for other functions, i.e.,
administrative support, - data processing,\ or records -‘management.
Eleven respondents reported that the word proééssing supervisér was a
working supervisor.

The respondents reported 25 job classifications for word process-
ing personnel. The most common supervisory job classification,
reported by forty percent of the respondents, was word processing
supervisor; the most cémmon operational job classification, reported
by 36 percent of the réspondents, was word processing operator.
Further, the highest avera'ge‘vempilo'yinent was in the word processing
6perétor positiohs. The highest fiQe-year projeéted employment growth
is -also expectéd‘in the wprd prﬁcessing operator'pOSiﬁions.

Special word pfocessing job classifications created by the or?
ganizations that pa#ticipaté& iﬁ the ' study include WOrd processing
proofreader, word processing trainer, word processing analyst, word
processing input/output clerk, and phototypesétting specialist.

Because these are staff support positions, the average employment in
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these positions ranges from 1 to 2 individuals in each organization.
Employment in these positions is not expected to increase substan-

tially.

Five-Year Projections

The third major question was: What-plaﬁs do businesses with word
processing systems in the Richmond metropolitan area have for expan-
sion of the word processihg'syStem and for application of emerging
technologies? |

Approximately 90 percent ofvﬁhe respondents projectedfthat_the
volume and variety of the work'frbcessed by'their systems will .in-
crease. The use of dictated input is expected to increaée by 78
percent of the respondents; the use of handwritten input is expected“
to decrease. The number of equipped work stations and work statioms
with improved equipment capabilities is expected to increase by 90
percent of the respondents. According to three-fourths of the re-
spondents, the increased productivity of this new equipment makes an
increase in overtime or additional shifts unlikely.

A large majority of the respondents (90 percent) reported that
the use of display—ﬂased and software-based systems will increase in
the next five years. More than two-thirds of the respoﬁdents reported
that word procesSiﬁg équipment’systems integratioﬁ, word processing/
data processing interface, and telecommunicationé within organizations
.will increase. Approﬁimately half of the respondents reported that

the use of shared-logic systems and intelligent copiers will increase.
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About one-third of ‘the respondents projected that the use of photo- v

composition and telecommunications:. among organizations will increase.

About one quarter of the respondents projected that the use of OCR,

micrographics, and desk-top terminals for principals will increase.

Conclusions

The following conclusionsi'are based on information that has

- emerged from this Study. They are based on data provided by the 50

respondents from the RichmOnd‘metfopolitan area and apply only to this.

area.

1.

The existente-of an expanding employment market for word process-
ing personnel makes word processing instruction a viable'option
for educational institutions. -The data revealed thaﬁ thehWOrd
processing eﬁployment market‘ is 'expanding. Organizations are
acquiring additional equipment, : are planning. to. support more‘

principals, and are creating additional pdsitibns for word proc-

essing personnel.

The expanding word prbcéésing‘employment market not only promises
employment infentrfvievei (operational) positions, but also'in;
special suppofﬁ*posi£ions. These special support §0sitions that
have emérged offer oppoftunities for career déﬁeloﬁment.

Career péths Iéa&ing to  supervisory "and managemént positions

will éxist to a limited extent for persons with operationalf
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experience. Eighty percent of the respondents have been promoted
from other word processing positions and 76 percent have had
experience‘as a word processing operator.

Individuals preéaring for word processing management careers need
an understanding of the operation of a word processing system.
Word processing systems are generally centralized, are responsi-
ble for all correspondence tasks, operate‘in a modular office
layout, and are ﬁanagéd by both a Qord procéssing manager and a
supervisor.

Individualé preparing for word processing operator careers should-
obtain experience processing a variety ‘of documents on word
processing equipment. Although the documents most frequently

processéd are memos/ letters, other applications are also being

' proéessed: repetitive letters; statistical, medical, legal, and

textual docuﬁents; address lists; -and forms design. and comple-
tiomn. Thereforé; ipdividuals who are preparing for word proc-
essing operator careers should obtain expérience processing a
variety of documents on word processing equipment{

Managers and supervisors of ‘word processing can benefit from a
knowledge of rhe various input options as well as of equipment
usekand:inputrprbcedures, such as machine dictation. Word proc-
essing operétors need to be proficient in the processing of
1onghagd, dictated, and typed input. Longhand, machine dicta-
tion, typed drafts, and optical character recognition are used as

sources of document input in word processing systems. The use of
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‘each input mode varies with fhe-type of-documeﬁt and the organi-
zational preference. The use of each input mode except longhand

is. anticipated to increase in the future although longhand is
the most frequently used mode at this time.

Word processing managers and supervisors must be familiar with
the capabilities of various types of word processing equipment.
Word processing operatots need a general knowledge of the equip-
ment capabilities and need hands-on training on as many systems
as possible. The CRT display systems (including stahdalones and
shared-logic systems) are the most frequently used type of equip-
ment and projections indicate that they will be the most fre-
quently used equipment in five years. Blind standalones,
onefline displéy standalones, and photocomposition-éqﬁipment are.
also in use. The word processing equipment that will be used in
the nekt five years willlbe software-based, will havé advanced
processing capabilities, and will come from a mixture of hardware
vendors.

Individuals who are involved in or who are preparing for careers -
in word/information processing must keep up to date on current
trends in office systems technology. Word processing educators
must also keep abreast of the effect of changing technologies in
the office. Emerging office systems techmologies are in use, and
their use will expand. The integration ofiword processing and
data processing will increase. The use of shared-logic systems,

intelligent copiers, electronic mail, desk-top terminals for
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principals, OCR, and micrographics will increase. Telecommuni-
cations will be used to facilitate the distribution of processed

documents and as a means for linking the technologies.

Recommendations

Based on. the conclusions of this study, the following recommenda-

tions are offered for educational programs and for further research.

For Educational Programs

| Word processing will be éxpanding in the Ricﬁmond metropolitan
area within the next five years; additional employmént will be avail~
able for word proéeésing personnel. Accordingly, word processing
instructional programs will ?e'of mutual benefit.td both the educa-
tional and the business‘community ih ﬁhe area.

1. The integration of word processing and data processing is pre-
dicted to increase in the next five years. Therefore, ‘data
processing concepts should be included in instructional programs
for all word processing personnel. »

2. Seventy percent of the respondents to this study have had prior
experiéncé as a word processing operator. Therefore, hands-on
equipment training ghouldi‘be‘provided for both prospective word:
processing opefatbfs an& méﬂagers/superQisors.

3. Inasmuch as, Qord. processing is - .a technology-based industry,
courses and seminéfs that provide an update on current word proc-
essing hardware,:softﬁare, and peripherai equipment should be of-

fered periodicaily for individuals affected by word processing.
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Since’the-modular,xléndscaped'qffice wi11 éon£inue‘to berutilizéd
in word processing office systems, inétruction in office ergo-
‘nomics should be proyided for current and prospective word proc-
essing managers/supervisors.

The automated office is imminent; intelligent copiers, desk-top
,tefminals'forvprincipals; micrograbhics; teiecdﬁmuﬁications, and
photocbmposition‘ ére already in use. Instruction in office
automation technology shoul&vbe offered for teachers, trainers, -
'managers, and supervisoré. 

The‘uSe of machine dictation for input will continue and in-
. crease. Cour;es ‘in_ effective dictation practices shouid be
ﬁfovided.Afof 'principals and administrative secretaries. In-
struction in dictétion traiﬁing procedures should be pfovided-for" )
‘teachers, trainéfs, -and supervisors. = Further, machine:'tfan;
v scribtion trainingvshould be provided for'wofd procéssing opera-.
tional personnelf

Sinéevumnyt of the curfent equipment systems are programmable,
instruction in.programming‘ié reéomﬁended for analysts, super-
Viéors, and other support personnel,

 Because of-the‘predicted‘growth‘of word processing, inétruction
‘ in word proceééing system organization shoﬁld be offered ‘for
‘:teachers, for current and prospective word .processing super-"
visors/ managers, and for word processiﬁg personnelbinterested in’

career advancement.



121

For Further Study =

1.

Many of the respondents to this study indicated that their word
processing.systems were in the process of revision or expansion;
i.e., eduipment changes and additions, office layout changes,
procedural changes, system decentralization, or total systems
modification. Due to these anticipated changes and the fact that
word processing 1is a - dynamic industry, the researcher recom-
mends that this research be replicated at least every five years.
Seventy percent of the respondents to this study have projected
that the interface of data processing and word processing will
increase in the next five years. As was indicated in the litera-
ture review, word processing industry experts are confident that
such an interface will occur but are unsure as to how this inter;

face will be accomplished. The researcher therefore recommends

Athat. an in-depth study be conducted of the process by which 

organizations plan to interface word processing and data proc-

essing, i.e, what specific equipment; input, output, and dis-

tribution procedures; and staffing will be used to accomplish
such an interface.

This study of word processing systems in the Richmond area is
applicable only to this locality. It 'is thefefdre recommended
that educators who are involved in word processing instruction in
other communities conduct a similar study. Such research will

provide them with descriptive data on the implemention of word

processing in their local service areas.
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A STUDY OF WORD PROCESSING SYSTEMS IN THE RICHMOND METROPOLITAN AREA

1I

Name

Organization

Address__

Telephone Number

What is your principal business activity?

Banking/Finance : _ . - Non-profit
Education. ’ Publishing

- . Engineering . " Real Estate
Government . Religion

' Insurance , Retailing

, Legal ____ Social Services
Manufacturing Utility :
Medical ‘Other

5
[}
t
H
[}

your job title?

For: how manyiyearé have you held this title?

What was»ybur férmerijob.title (immediately preceding the above)?

How many years did you hold this title?

‘How many years' word processing supervisory experience have you had?

How maﬁyvyearS' WOrd~processing:operatibnal ékperience have you had?

What is your level of.educational'attainment?‘

. ,High.schooi ’ | L Four-year degree
' Business College M.S. degree '
. Community College . Ph.D. degree

Some College

What specific word processing training have you had?




10.

11.
12.

) 13.

129

Please check thé_statements below which apply to the management

‘of your organization's word processing system:

There is a word processing manager and/or a supervisor.

The supervisor is a working supervisor (has keyboarding
responsibilities). ' ‘

The word processing manager oversees other functions.
- Please specify.

There is a. program coordinator.

Other

What is the size of the word processing staff including yourself?

.For how many shifts is the word processing system in operation?

‘What form of office‘layout is used in the word processing system?

Traditional ‘ Open (Modular)
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Section I - ORGANIZATIONAL STRUCTURE OF THE WORD PROCESSING SYSTEM
Check ( ) YES or NO to indicate the word proce351ng organizational

structures that apply to your organization. For all YES items, complete
v the remaining columns with your best approximations. :

NO. OF NO. OF
YES NO HOW  OPERATORS PRINCIPALS

ORGANIZATIONAL STRUCTURE* ‘ MANY = EMPLOYED SERVED

Centralized Supervised WP System
Decentralized Supervised WP System
Centralized Supervised AS System
Decentralized Supervised AS System
Centralized WP/AS System

- Decentralized WP/AS System
Supervised WP/AS Teams

~ Work Clusters

Other L IR
*WP/AS = Word Processing/Administrative Support

Section II - ASSIGNMENT OF CORRESPONDENCE TASKS Tb THE'WP_SYSTEM'

Please check ( ) YES or NO to: 1nd1cate whether the following statements apply ‘
to your organization- s a331gnment of correspondence tasks to the WP system.

yEs =NO

WP system is responsible for all typlng tasks. - _
WP system is responsible for spec1al typlng ' .
© - applications only." ER
WP system is responsible. for speclal typlng
applications and overflow. . .
WP equipment is used by secretaries outside the
WP system.

Other

Section III - EQUIPMENT UTILIZATION IN THE WORD PROCESSING SYSTEM

Please check ( ) YES or NO to indicate whether the following types of word
processing equipment are used in your organization. For all YES items,
please complete the remaining columns.

COMMUNICATING
HOW FEATURE
TYPE OF EQUIPMENT YES NO  MANY - YES NO

Nondisplay Standalone
One-Line Display Standalone
CRT Display Standalone
Shared Logic System
Photocomposition

. Other
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Section IV - DOCUMENTS PROCESSED IN THE WORD PROCESSING SYSTEM

Please 1nd1cate what number of the total documents processed each month in the
word processing system falls into each of the following categories. If exact
numbers are not available, please estimate.

DOCUMENT CLASSIFICATION NUMBER

Memos/Letters

Confidential Letters

Repetitive Letters/Paragraphs

Technical Reports . -

Statistical Reports/Financial Statements
Other Reports
Address Lists

Brochures/Newsletters

Forms Design

Forms Completion

Legal Documents

Medical Documents

. Manuscripts for Publication

Mathematical Text (Requiring Calculatlons)
Records Processing (Files)

Other

i

Section V - MODE OF INPUT FOR DOCUMENTS PROCESSED IN THE WP SYSTEM

Please estimate the frequenncy of input modes for the following document .
classifications. (3=High, 75% and up; 2=Medium, 50% and up; l=Low, 35% and
up) '

LONG- TYPED DICTATION . PRE-
TYPES OF DOCUMENTS HAND DRAFT MEDIA OCR  RECORDED

Memos/Letters

Confidential Letters

Repetitive Letters/Letters

Technical Reports

Statistical Reports

Other Reports

Address - Lists

Brochures/Newsletters

Forms Design

Forms Completion

Legal Documents

Medical Documents

Manuscripts for Publication

Mathematical Text
(Requiring Calculations)

Records Processing (Files)

Other

NERRERERRREN
NRRERRREEREY

[ 1]
[ | ]
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- Section VI - JOB'CLASSIFICATIONS AND EMPLOYMENT PROJECTIONS

Please check ( ) YES or NO to 1nd1cate which of the follow1ng job titles are
~used by your organlzatlon to describe the- 1nd1v1duals who operate the word

. processing equlpment. For -each YES 1tem, please indicate how many individuals
‘are employed in this classification and how many additional personnel will be
needed within five years.

" NUMBER FIVE-YEAR
EMPLOYED  PROJECTIONS

<
o
7]
Z
o

JOB CLASSIFICATION

Correspondence Secretary
‘Word Processing Operator
Word Processing Specialist
Word Processing Coordinator
Word Processing Supervisor
. Word Processing Manager
Lead WP Operator

Word Processing Trainee
Information Processing Specialist
Secretary .

Typist

Clerk/Typist

Machine Transcriber

Other

Section VII - OTHER JOB CLASSIFICATIONS WHICH HAVE BEEN CREATED FOR THE WORD
PROCESSING SYSTEM

Please check ( ) YES or NO to indicate whether any of the following job
classifications ahve been created by your organization for word processing
‘personnel. Please also indicate how many additional personnel you would
expect to employ in each classification within five years.

. NUMBER  FIVE-YEAR

JOB CLASSIFICATION - YES 0 EMPLOYED = PROJECTIONS

Z

Word Processing Trainer

Word Processing Editor

Word Processing Proofreader

: Word Processing Analyst

‘Word Processing Messenger

WP Input/Output Clerk
Administrative Secretary
Administrative Support Supervisor
Phototypesetting Specialist
Other

EEREEEEEE
NN RN
NEENEEE NN
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Section VIII - FIVE-YEAR PROJECTIONS FOR GROWTH AND EXPANSION OF THE
WORD PROCESSING SYSTEM

After each of the following statements please check the one phrase .
which repiresents your preception of the decisions your organlzatlon
will make within the next five years.

WILL WILL WILL NOT

PROJECTIONS | INCREASE DECREASE CHANGE
" Volume of typing tasks processed on WP
- equipment ’
Volume of typing tasks typed from typed
draft copy '

Volume of typing tasks typed from longhand

Volume of typing tasks typed from dicta-
tion media

Variety of tasks assigned to the WP System

~ Number of principals served by WP System

- Amount of overtime 1ncurred in the WP

‘ System -

Number of equipped WP word stations

- Present word processing equipment
capabilities

Other trends

|

Section IX - FIVE-YEAR PROJECTIONS FOR APPLICATION OF EMERGING
TECHNOLOGIES

Please indicate your perception of whether or not your organlzatlon
will implement or continue to implement emerging technologies within
five years.

| IN WILL  ; WILL = WILL NOT
APPLICATIONS ~ USE INCREASE DECREASE  CHANGE

Display-based (CRT) systems
Software-~based WP systems.
Shared-Logic systems:
Integration of WP systems

OCR readers for input
Photocomposition v

Computer Output Microfilm (COM)
Micrographic filing systems

. Desk-Top Terminals (Principals")
Inter-company telecommunications
Intra-company telecommunicatlons
WP/DP interface. = :
Intelligent Copiers (Laser)
Other trends \ .

RERRARRARERRRR
RERERRRNRRRNE
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o WILLETTE W. HOBSON

Dear fellow WPAR member:

As a business educator and a graduate student at Virginia Tech, I am
conducting a study of word processing systems in the Richmond area. -
WPAR will, of course, be the population for the study.

The descriptive data collected in the study will be of value to business
educators, who are preparing students for the word processing industry,
and to word processing professionals as well. Your cooperation is
therefore vital to the success of this undertaking. '

Enclosed is a copy of the instrument which will be used to collect the
data. I will be calling you within the next week or so to set up a
convenient time to collect this data. This will only require a half
hour of your time. Your participation in this project will be most

appreciated.

Yours sincerely,

Willette W. Hobson
dir

Enclosure
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PARTICIPATING ORGANIZATIONS

Bank of Virginia Company

Best Products Company, Inc.

Blue Cross & Blue Shield of Virginia

*C & P Telephone Company

Central Fidelity Bank

Christian, Barton, Epps, Brent & Chappel

Christian Children's Fund

The Computer Company

Continental Telephone Company of Virginia

County of Henrico

CSX Corporation

Ernst & Whinney

Fidelity Bankers Life Insurance Co.

First & Merchants National Bank

Foreign Mission Board

Heritage Savings & Loan

Hunton & Williams

Lawyers Title Insurance Company

MCV/VCU Hospitals

Markel Service, Inc.

Mays, Valentine, Davenport & Moore

McGuire, Woods & Battle

Parker, Pollard & Brown

Phillip Morris, U.S.A.

A, M. Pullen & Company

Psychiatric Institute of Richmond, Inc.

*Reynolds Metals "

Richmond Redevelopment & Hou31ng Authority

A. H. Robins Company

U. S. Court of Appeals

- *United Virginia Bank, Inc.

United Virginia Bank Card

Virginia Electric & Power Company

Virginia Division of Purchases & Supply

Virginia Department of Health Office of Health Care Programs

Virginia Department of Health Dlvision of Vital Records & Health
Statistics

Virginia Department of Management Analysis & Systems Development

Virginia Department of Planning & Budget

Virginia Department of Taxation

Virginia Division of Motor Vehicles

Virginia Employment Commission Manpower Research Division-

Western Electric Company, Inc.

*Indicates multiple participation.
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PANEL OF EXFERTS

Business Educators

Dr. J. Howard Jackson

Chairman, Business Education and Office Administration
Virginia Commonwealth University

Richmond, Virginia

Ms. Linda Shifflette

Cooperative Office Education Coordinator
Bethel High School

Hampton, Virginia

Dr. Marietta Spring

Assistant Professor, Business Education and Office Administration
Virginia Commonwealth University '
Richmond, Virginia

Ms. Marie Tyler

Business Division Chairman
Thomas Nelson Community College
Hampton, Virginia

Word Proceésing Managers/Supervisors

Ms. Rebecca Belch
Word Processing Manager
Norfolk Public Schools
Norfolk, Virginia

Ms. Gwen George

Division Chief, Office Automation Technology
Norfolk Naval Shipyard

Portsmouth, Virginia

Ms. Patricia Moffatt

Word Processing Supervisor
Headquarters Tactical Communications Area
Langley Air Force Base

Langley AFB, Virginia

Ms. Wanda C. Vaughan

Manager, Word Processing Center
Virginia National Bank

Norfolk, Virginia
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THE IMPLEMENTATION OF WORD PROCESSING
IN THE RICHMOND, VIRGINIA, METROPOLITAN AREA
by
Willette Whitaker Hobson

(ABSTRACT)

The purpose of this study was to determine hbw word processing is
being utilized in businesses with word processing systems iﬁ the
Richmond metropolitan area. No data are availabiekaBOut the current:
implementation of word processing in a major lﬁetropolitan. area 1in
Virgihia. 'Thisvstudy was'undertaken in order to add to the knowledge
base that already exists about the implementatioh of word processing
in other areas. |
Fifty word prbcessing,managers aﬁd supervisors representing the
Word Processing Assbciationvof Richmond,bwith-members from the metro-
politan area, comprised the study populafion. The study ;ddressed the
following research questions: |
1. How is the word processing concept being implemented in busi-
nesses with word processing systems in the Richmond metropolitan
area?
2. What employment patterns exist in businesses with wofd’processing

systems in the Richmond Metropolitaﬁ area?



3. What plans ‘do' 5uéinesses -with word précessing éystems in.‘the
Richmond Metropolitan area have for expansion of the word proc-
essing system and for the application of emerging technologies?
A nine-part4 instrument was used to collecﬁ the data for the

study. The instrument was validated by a panel ofvexperts and was

pretested before the data were collected. The Richmond metropolitan
area was sélected as the survey site because it contains a high con-
centration of organizations that are likely to benefit from the imple-
mentation of word processing. The Word Processing Association of

Richmdnd was selected as the survey population because this group is

representative of organizations utilizing word processing in the area.

The researcher conducted fifty personal interviews between May and

June, 1981.

The major findings of this study foliow:

1. The word processing employment market is expanding. Ofganiza-
tions are acquiring additional equipment, are planning to support
more principals, and are creating additional positions for word
processing personnel.

2. Word processing sYste¢s are generally centralized, are respon-
sible for all correspondence tasks, operate in a modular office
layout, and are managed by both a word processihg manager and a

supervisor.



Although the documents most frequently processed are memos/
letters, other applications are also being processed; statié-
tical, medical, legal, and textual documents; address lists; and
forms design and completion.

Longhand, machine‘dictation, typed drafts, and optical.character
recognition are used as sources of input in-word processing. The
use of each input mode varies with the type of document and the
organizational preference.

The CRT display system is the most frequently used type of equip-
ment and projections indicate that it will be the most frequently
used type of equipment in five years. Blind standalones, oneline
display systems, shared-logic systems, and  photocomposition
systems are also in use.

Emerging office systems technologies are in use and their use
will expand. The integration of word processing and data proc-
essing will increase. The use of-shéred-logic, intelligent copi-
ers, electronic mail, desk-top terminals for principals, OCR,

micrographics, and telecommunication will increase.
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