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Abstract 

Most products come equipped with an instruction manual that provides details on how to 
assemble, use, or troubleshoot a new product. However, there is a noted lack of interest and 
optimism in using instruction manuals because customers have developed negative 
preconceptions based upon previous poor experiences. Therefore, the aim of this study is to 
analyze the impact of the design and format of an instruction manual, such as the use of static or 
interactive design elements, on customer satisfaction and the usability of an instruction manual. 
This research was accomplished using remote and in-person usability testing of a non-interactive 
and interactive instruction manual to complete the task of creating an origami heart. Data was 
collected through observation and the think-aloud protocol during testing, as well as pre- and 
post-test questionnaires, and a semi-structured interview. This study indicates that the interactive 
instruction manual displayed higher levels of satisfaction and that participants exhibited a greater 
preference for visual instructions, such as the use of illustrations or animations, compared to 
written instructions.   

Keywords: Customer Satisfaction, Desirability, Instruction Manual, Interactivity, 
Usability, Documentation and Design Strategies 
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The Heart of the Matter: An Analysis of Instruction Manual Design and 
Customer Satisfaction 

When people purchase a new gadget, appliance, or piece of furniture, there is so much 

anticipation and excitement of getting to use it for the first time. But before that can happen, the 

product oftentimes needs some sort of assembly or adjustment to get it to that desired finished 

state. Nowadays, most products come equipped with some form of printed instruction manual or 

user guide, which can be defined as “any document that explains how to use, maintain, or handle 

a product from its delivery to its disposal; in addition, it provides any technical information that a 

user is likely to need during the life of the product” (Gök et al., 2019, p. 476). As part of the 

purchase experience, customers expect a manual to effectively provide the information they need 

to quickly assemble and use their new product. However, when the instructions are confusing 

and difficult to read, the excitement surrounding a new purchase begins to dwindle, causing the 

consumer to have a negative experience now and in the future. 

While intended to be a supplementary tool for the consumer, research suggests that 

consumers rarely use the provided manuals, and instead prefer less effective methods to 

complete or troubleshoot a task or will avoid using the documentation altogether (Gök et al., 

2019; Novick & Ward, 2006). Oftentimes this lack of interest in using a manual is because of a 

general prejudice against manuals due to their technical, complicated, or unclear nature (Novick 

& Ward, 2006). However, despite its role as a secondary piece to the main product, the 

instruction manual plays a major part. According to Gök et al. (2019), “The user manual is a 

significant, integral aspect of a product that potentially affects the product’s perceived value, 

usability and usefulness, as well as users’ actual productivity and success in using the product” 

(p. 477). Moreover, an instruction manual as an accompanying deliverable “is a vital extrinsic 

cue that consumers use to evaluate both the product and the manufacturer” adding value to the 

primary product (Gök et al., 2019, p. 476). Given these noted advantages, it is imperative that 

efforts be made to enhance the value and desirability of the instruction manual for a target 

consumer by improving the manual’s design and format. By implementing approaches geared 

towards the factor of desirability, instruction manuals can improve customer experience and 

satisfaction. Furthermore, improvements to the instruction manual can enhance brand loyalty 

which is defined as the tendency of some consumers to continue purchasing from the same brand 

instead of other competitors.  
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Therefore, this study aims to analyze the impact the design and format of an instruction 

manual has upon customer (user) satisfaction and usability. Research shows that through the use 

of more interactive content, such as animations and clickable elements, customers exhibit higher 

levels of engagement and satisfaction as well as demonstrate greater levels of brand loyalty. 

Therefore, through the use of usability testing, this study explores potential differences in the 

level of customer satisfaction and usability between non-interactive instruction manuals 

compared to interactive instruction manuals. The results from this study are intended to act as a 

proof of concept (POC) to be applied to current and future design and marketing efforts by those 

within the technical communication field. 

Definitions  
Customer Satisfaction 

 For this study, customer satisfaction is defined as a measurement that determines how 

happy customers are with a company’s products, services, and capabilities. Customer satisfaction 

information, including surveys and ratings, can help a company determine how to best improve 

or change its products and services (What is Customer Satisfaction?, n.d.). According to Barnum 

(2020), “Meeting users’ expectations for satisfaction can determine whether users will resist, 

repel, or even rebel against using the product” (p. 13). 

Desirability 

According to the Interaction Design Foundation (n.d.), “Desirability is a subjective factor 

that relates to taste and aesthetics” and “is important because it keeps users engaged at the 

beginning, attracting them to interact with the product and find its usefulness and usability 

features.” 

Usability 

 The International Organization for Standardization (9241-11:2018), defines usability as, 

“The extent to which a system, product or service can be used by specified users to achieve 

specified goals with effectiveness, efficiency and satisfaction in a specified context of use” 

(Barnum, 2020, p. 11). A common tool to measure usability is the use of a usability test. Barnum 

(2020) defines usability testing as “the activity that focuses on observing users working with a 

product, performing tasks that are real and meaningful to them” (p. 15).  
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Interactive Design & Interactivity 

According to John Kolko, author of Thoughts on Interaction Design, interaction design 

can be defined as, “The creation of a dialogue between a person and a product, system, or 

service. This dialogue is both physical and emotional in nature and is manifested in the interplay 

between form, function, and technology as experienced over time” (Babich, 2019).  

Xu & Sundar (2016) define interactivity as ‘“on-screen interaction techniques that allow 

consumers to change online content in real-time with mouse-based actions such as clicking, 

dragging, hovering, and flipping” (p. 621). While their operational definition is geared more 

towards website content, the definition is still applicable for this study on interactive instruction 

manuals. 

Proof of Concept (POC) 

According to Krasadakis (2018), a proof of concept (POC) “refers to an implementation 

of a certain method or idea using specific technologies -- in order to assess and demonstrate its 

feasibility and confirm its practical potential and to prove the idea and/or technology by exposing 

a realistic, functional implementation of a subset of functionality.” 

Literature Review 
Resistance to Instruction Manuals 

According to De Jong, Yang, & Karreman (2017), “The nature of user support is 

changing, with more attention to instructional videos and user forums, but manuals and user 

guides are still most prevalent” (p. 39). Technical communicators have worked for years to find 

ways to optimize written user instructions, however, there is little optimism surrounding the 

actual use of these documents (De Jong, Yang, & Karreman, 2017). Novick & Ward (2006) note 

that there is a lack of interest in using an instruction manual because consumers have developed 

negative preconceptions through previous poor experiences with a manual that often stimulated 

feelings of irritation and frustration. Alexander (2013) notes that “most users perceive 

instructions ‘as a time-consuming nuisance’ that prohibits them from actually completing the 

task” (p. 237). Previous research found that with instruction manuals, “most people choose to 

read and to keep reading only when they believe there will be some benefit in doing so and only 

when they cannot get the same information in an easier way” (De Jong, Yang, & Karreman, 

2017, p. 39). Nowadays, there are a variety of feasible alternatives a consumer has outside of the 
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provided manual to get the answers they seek, and oftentimes, consumers are more inclined to 

seek out those alternatives instead of the manual.  

Transformation of Design and Format in Instruction Manuals 

According to Steehouder & Loorbach (2004), a traditional view of technical 

documentation, such as with an instruction manual, is that they “are not designed to be attractive 

or persuasive, but the predominant quality criterion is usability” (p. 101). However, that 

perspective has often been challenged by those who believe that it is the technical writer’s 

responsibility to find ways to make a reader “notice, understand, and act on the information” 

(Steehouder & Loorbach, 2004, p. 101).  As a result, Steehouder & Loorbach (2004) argue that 

“the needs of the customers go beyond usability and usefulness” as customers “want products 

that give them pleasure and joyful experiences” (p. 101). 

Prior research has found that the visual design and format of a document can significantly 

impact customer satisfaction as well as readability, accessibility, and comprehension. Within the 

marketing realm, there has been a gradual shift moving from static (non-interactive) to more 

interactive forms of marketing deliverables. According to Bit.AI (2020),  

• “89% of current marketers are focused on creating more high-quality and engaging 

content over the next 12 months. 

• 81% of marketers believe that interactive content catches the reader’s attention. 

• 70% of marketers say that interactive content is effective at converting site visitors. 

• 88% of marketers said that interactive content is effective in differentiating their brand 

from their competitors. 

• 93% of marketers agreed that interactive content is effective in educating its buyers.” 

Considering these statistics, Alexander (2013) argues that, “scholars emphasize the 

importance of integrating text (i.e., verbal instructions) and visuals (i.e., diagrams, pictures, 

illustrations) to enhance efficiency, comprehensibility, orientation, and spatial location” (p. 238). 

As Gök et al. (2019) notes, “documentation has to comprise written and visual explanations to 

help consumers understand how the product works, what it does, and how to use it” (p. 477).  

With the continuous advancements in digital technology, consumers are being provided 

with more personalized and immersive environments that promote interactivity and engagement. 

By providing more rich, user-friendly information through the use of digital applications and 
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multi-media elements, the quality of guidance and customer satisfaction significantly improves. 

Furthermore, by incorporating a more consumer-oriented approach, compared to a more 

engineering-based approach with more technical jargon, consumers feel more inclined to use a 

manual more frequently and effectively (Gök et al., 2019). 

The Use of Animation  

As a result of the major advancements in digital design, basic text is now accompanied by 

various multi-media elements, such as animation, which can be defined as “a simulated motion 

picture depicting movement of drawn (or simulated) objects” (Mayer & Moreno, 2002, p. 88). 

Some scholars have argued that the use of animation in videos proves a useful visual guide for 

users completing an action or process, more so for more complex tasks requiring more visuo-

spatial skills. According to Bétrancourt and Tversky (2000), illustrations, or animations, can 

serve five main functions within text:  

1) Decoration – Illustrations can make text more attractive thereby increasing a reader’s 

enjoyment; 

2) Representation – Illustrations can help in the visualization of events, actions, or 

people; 

3) Transformation – Illustrations can assist a reader in remembering key information; 

4) Organization – Illustrations can promote the organization of information in a more 

coherent structure for a reader; and 

5) Interpretation – Illustrations can aid in the comprehension of the text. 

According to Alexander (2013), “Although print combines visual and verbal, video 

instructions utilize sound, animation, still images, and alphabetic text to make meaning, research 

has shown that users perform better when animation is combined with another semiotic mode, 

such as sound or words” (p. 239). In addition to being more visually appealing, “from a technical 

standpoint, instructional videos have advantages for both designers and consumers, including 

lower publication costs, rapid publishing, ease of revising materials, instant access to 

information, and better product support” (Alexander, 2013, p. 239).  

Interactivity 

The rise of new communication technologies has spawned an increase in the use of 

interactive tools to increase a website or document’s functionality through the extension of 
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various modes of interaction for the consumer. Prior research has found that when deliverables 

incorporate more interactive features, users are provided with more pathways to access content 

(Xu & Sundar, 2016). When used in conjunction with video or animations, the opportunity for a 

user to stop, start, replay, zoom in/out, or control the video’s speed allows for reinspection 

thereby promoting greater perception and comprehension by the user (Tversky, Morrison, & 

Bétrancourt, 2002). 

In addition to improving user engagement, studies found that deliverables with higher 

levels of interactivity increased a user’s recall and recognition of interactive content, however, a 

user’s recognition memory of non-interactive content faltered (Xu & Sundar, 2016). From a 

design perspective, this discrepancy in recognition memory encourages technical 

communicators, advertisers, and marketers to consider the when and where for including 

interactive elements. As Xu & Sundar (2016) note, “Although high interactivity may expand 

individuals’ cognitive capacity to process the information embedded in interactive features, it 

may, at the same time, deprive them of cognitive resources needed for processing other 

information on the interface that is unaccompanied by interactive features” (p. 627).  

Due to the numerous attempts to conceptualize interactivity, it has acquired numerous 

definitions based upon differing models. According to Xu & Sundar (2016),  

“Interactivity has been referred to as the ability for users to influence the form or content 

of the media, the synchronicity of communication, the responsiveness of the media 

towards user, a two-way real-time information exchange, the users’ control over media, 

and even the information itself” (p. 621). 

To narrow the definition, this paper will modify Xu & Sundar’s (2016) operational 

definition wherein interactivity is defined as the ability of an interactive document, in this case 

an interactive instruction manual, to allow users to access content using different interactive 

features such as clicking, sliding, and flipping.   

Paper Versus Video Instructions 

 Instructions have been created using a variety of different forms as a means of meeting 

the needs of the intended audience. It is this fundamental design choice of the delivery medium 

of information, such as paper versus video, that acts as a crucial moment in the effective 

conveyance of content because “depending on the audience, purposes, and the situation, one 
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channel may be better than the other” (Smart, Whiting, and DeTienne, 2001, p. 286). But this 

begs the question of which delivery medium is best or preferred more over the other? 

Paper-Based Instructions 

 Previous research has found that in providing instruction of procedures to users, the use 

of paper-based instructions or tutorials offers a variety of benefits.  According to Van der Meij & 

Van der Meij (2014), a major argument in favor of paper-based instructions is “its structure, 

accessibility, pace control, and active processing” (p. 150). When a user engages with paper-

based instructions, they are capable of setting and adjusting their own pace for progressing 

through the content. Because paper-based tutorials do not dictate a user’s speed of processing, 

the user “can decide to move quickly with task instructions that are easily understood, and to 

move slowly with complex instructions” (Van der Meij & Van der Meij, 2014, p. 151). 

Alexander (2013) found that an advantage surrounding the use of the print medium is the ability 

of users to easily locate content which allowed them to complete tasks at a faster pace. As a 

result of their study, “Print instructions were viewed as more usable by participants in terms of 

overall user satisfaction and preference for this task” (Alexander, 2013, p. 251). Furthermore, 

paper-based instructions have been found to promote more active learning in a user by 

encouraging them to actively engage in the learning process, such as when a user needs to 

interpret instructional tasks (Van der Meij & Van der Meij, 2014).  

Video Instructions 

 Compared to paper-based instructions, the use of video has been “considered more usable 

in terms of the medium’s effectiveness, level of comprehension, preference for completing future 

how-to tasks, and overall preference” (Alexander, 2013, p. 251). Videos can be presented in a 

variety of modalities such as through the combination of visual and auditory information (Van 

der Meij & Van der Meij, 2014). As a more aesthetically appealing and attractive medium, users 

are more enticed to engage and act upon the motivation to continue engagement (Tversky, 

Morrison, & Bétrancourt, 2002). Additionally, the use of video offers the advantage of easy-to-

follow models for a user to learn or mimic through observation (Van der Meij & Van der Meij, 

2014). 

 Within their study on the usability of print and video instructions, Alexander (2013) 

found that when users followed along with video instructions, there were fewer errors, and the 

requested tasks were completed with more accuracy compared to the print instructions. After 
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watching a video, users were able to use the visual, verbal, and auditory elements to process the 

information and retain more of the task information compared to when they read the print 

instructions (Alexander, 2013). Moreover, the ability for a user to see the precise movements or 

actions required to complete a task allowed users to not only remember what to do but also to 

complete the task with greater accuracy (Alexander, 2013). However, a noted downfall to video 

instructions was that oftentimes users needed to view and review the video to complete the task 

correctly. This lack of efficiency in being able to specifically locate the information they 

required within the video can increase time spent completing the task as well as user frustration 

or impatience (Alexander, 2013).   

  Considering the noted positives and setbacks for both print and video instructions, a 

common conclusion from previous research focuses on the notion that the differences in how 

users learn will impact their preference for different types and mediums of documentation 

(Smart, Whiting, and DeTienne, 2001). Therefore, organizations and technical communicators 

will need to carefully analyze their target customer and the tasks to be completed which will 

allow for a more accurate allocation of “resources to maximize users’ experience in ways that 

will promote customer satisfaction and increase usability and productivity while remaining 

competitive in cost” (Smart, Whiting, and DeTienne, 2001, p. 307). 

Impacts of Instruction Manual Quality on Marketing & Brand Loyalty 

The customer experience emanates from the intersection of interactions between the 

customer and a service provider. According to Bolton et al. (2018), “Researchers agree that that 

customer’s perception of his/her experience is holistic in nature and involves multiple internal 

and subjective responses to interactions with an organization” (p. 778). One such interaction 

happens when the consumer uses the instruction manual that accompanies a product. When 

consumers are unfamiliar about a product or a company and are unsure about completing a 

purchase, they can utilize the instruction manual to provide insights on product quality, usability, 

and performance (Gök et al., 2019). Research shows that instruction manual interaction by a 

consumer occurs at a crucial moment wherein a consumer formulates a general assessment 

regarding their purchase experience. It is the experience the consumer has as they learn how to 

use the product that they are apt to develop judgements not only on the quality of the product but 

also the quality of the company.  
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Bearing that in mind, one could argue that “the user manual plays a key role in the total 

product experience” and suggests the implementation of more high-quality manuals (Gök et al., 

2019, p. 477). When instruction manuals are perceived as being high-quality, “such manuals help 

users become more productive, reducing the cost of customer support and the cost of field 

maintenance, and increasing the sales and repeat purchase of the brand” (Gök et al., 2019, p. 

475). Furthermore, according to Gök et al. (2019), “High-quality documentation can ease 

installation, evaluation, operation, use and maintenance, as well as increase efficiency and 

decrease total customer support costs” (p. 476). Such noted benefits encourage companies to 

provoke more positive post-purchase experiences that amplify customer engagement, repeat 

patronage, and customer loyalty and retention (Hollebeek, 2011). 

Methods 

IRB Determination 

 This research project was reviewed by the University of Minnesota Institutional Review 

Board (IRB) under STUDY00012322 wherein the IRB determined this project as “not research 

involving human subjects defined by DHHS and FDA regulations.” The results from the 

usability test, pre-test survey, post-test questionnaire, and interview have been de-identified; any 

personal identification information obtained by a participant has been removed to ensure 

confidentiality.  

Instruction Manuals 

Due to their complex, and often indecipherable, folding 

instructions, I decided to use the task of origami, the art of paper 

folding, as the basis for the instruction guide design. The initial 

model considered was that of the “Jumping Frog” design. 

However, due to the constraints of the SolidWorks and 

SolidWorks Composer software to simulate the more intricate 

folds of paper, an easier design was considered. As a result, this 

author selected the “Easy Origami Heart” design (Figure 1). For 

this study, two types of instruction manuals will be created: one with non-interactive elements 

and one with interactive features.  

Figure 1 
Completed “Easy Origami Heart” 
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Non-Interactive Instruction Manual  

To conceptualize the different folds used to create the origami heart, I first created an 

origami heart on my own and then disassembled the finished product to observe the creases 

created. I then used SolidWorks 2020, a solid modeling computer-aided design (CAD) computer 

program to create a 3D CAD model of the unfolded paper. This software allowed me to 

accurately measure and maintain dimensions to match the real-world experience. Each crease 

was measured and labeled to indicate its corresponding fold, then each shape created by a fold 

was designed. The finished images were exported as Illustrator files to allow for additional edits 

to the model wherein I was able to include directional arrows or cues to assist the user when 

completing the fold. Once all the fold images were completed, the layout and format of the 

instruction manual was created within Adobe InDesign. See Appendix A for the non-interactive 

instruction manual. 

Interactive Instruction Manual 

 Various software programs were considered to effectively animate the intricate origami 

folds. I ended up using the software Adobe After Effects, a digital visual effects, motion 

graphics, and compositing application which can be used for animation. Utilizing the steps 

outlined within the non-interactive instruction manual, each step was designed in After Effects to 

animate the folds. As I was unfamiliar with many features in the software, I utilized various 

online tutorials and Youtube videos to execute various effects to obtain the desired look and 

animation. Once all steps were completed, each file was exported as a graphics interchange 

format (GIF) file through Adobe Media Encoder.  

 For the interactive instruction manual, the layout was adjusted from the non-interactive 

manual to allow for more space to insert the animations. By utilizing the base design of the non-

interactive instruction manual, a lot of the design elements remained the same between the two 

formats. The base template was then uploaded to Paperturn, an online flipbook software that 

turns PDFs into interactive digital media, and GIF files for each step were inserted within the 

flipbook. Once the instruction manual was reviewed and approved as suitable for testing, a link 

was generated to be shared with the selected participants. See Appendix B for the interactive 

instruction manual. 
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Usability Testing 

Participants 

 For this study I decided to follow Jakob Nielsen’s methodology of requiring no more than 

five users to complete usability testing. According to Nielsen (2000), tests should stop after the 

fifth user because by that time, observations made by participants begin to repeat and 85% of the 

usability problems will have been uncovered. Therefore, for this study, ten participants in total 

were recruited to partake in usability testing, five users to test the usability of the interactive 

manuals, and five users to test the usability of the non-interactive manuals. Due to restrictions 

from the COVID-19 pandemic, I opted for a convenience sample to recruit individuals to 

participate in testing which included friends and family members who were easy to connect with 

and contact. Participants spanned a range of ages and genders to be representative of real-world 

users who may perform the task or interact with an interactive or non-interactive instruction 

manual.  

Procedure 
During the recruitment process, participants were contacted via email, text message, or a 

phone call. Each participant was informed of the use of remote usability testing for this study, 

however, due to their proximity to me, four of the participants were asked if they were available 

and comfortable participating in in-person usability testing. Given the impacts of COVID-19 on 

social gathering, I wanted to ensure the safety and comfort of the participants. Therefore, for 

each participant being seen in-person, I confirmed that they felt safe and comfortable meeting for 

the purposes of completing testing. Testing occurred between March 6th and March 12th, each 

session lasting about 35 – 45 minutes per participant.  

At the start of each session, I introduced myself and discussed the purpose of my study to 

provide context to the participants. At this time, I also shared a copy of the consent form 

(Appendix C) to discuss testing procedures, confidentiality of data, and use of recordings. Upon 

consent from the participant, each testing session was recorded through a Zoom video call. In-

person participants were recorded using the back-facing camera of a Microsoft Surface Pro 

tablet. Remote participants were asked to position their cameras to show themself and their 

tabletop/work area to allow for the observation of their completion of the task.  

Throughout usability testing, participants were asked to follow the think-aloud protocol 

wherein they verbalized all thoughts, questions, and comments that came to mind, such as what 
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they are looking at, thinking, doing, or feeling as they complete the task. To ensure participants 

understood what was being requested, I described the process, gave an example, then confirmed 

that the participant understood the process before beginning testing.  While testing was in 

progress, all verbalizations made by the participant were noted within a Microsoft Excel 

spreadsheet and analyzed post-test. This method provided further insight into a participant’s 

cognitive processes, making thought processes as explicit as possible during task performance.  

As a means of randomizing which participant received the non-interactive or interactive 

instruction manual, I utilized the website www.random.org to create a randomized list of the 

recruited participants as well as a randomized list to assign each participant a number: 1 – Non-

Interactive Instruction Manual; 2 – Interactive Instruction Manual. This ensured an unbiased 

assignment of manuals to each participant, see Table 1. 

Table 1 
Generated random lists assigning instruction manual type to each participant. 
 

 

 

 

 

 

 

 

 
Usability Test Materials 
Consent Form 

Before testing began, each participant was given a consent form (Refer to Appendix C) to 

read and review prior to testing which included more information on the intent to video record 

the session and the plan to conduct a post-test questionnaire and interview. The use of this 

consent form allowed time for the participant to understand the goals and parameters requested 

for usability testing, as well as confirm or deny participation prior to beginning testing. 

Instruction Manual 
Assignment 

Participant 

1 Participant 1 
1 Participant 2 
2 Participant 3 
2 Participant 4 
1 Participant 5 
1 Participant 6 
2 Participant 7 
1 Participant 8 
2 Participant 9 
2 Participant 10 

https://d.docs.live.net/387305507de36b3a/Desktop/RORIE%20JANE/_School/Master%20of%20Science%20-%20STC/SPRING%202021/WRIT8505/Capstone%20Project/_FINAL%20PAPER/www.random.org


ANALYSIS OF INSTRUCTION MANUAL DESIGN  17 

Survey & Questionnaire 

 Two pre-test surveys were created for this study. The pre-test surveys (Appendix D) were 

created in Survio as a means of gathering information on each participant’s experience with 

either an interactive or non-interactive instruction manual. Each survey took no longer than two 

minutes to complete. This pre-test survey provided insight into a participant’s incoming 

conception of and emotional reaction to using an instruction manual. The pre-test survey was 

sent via a link to the participant at the start of testing. 

 Two post-test questionnaires (Appendix E & Appendix F) were created for this study to 

measure a participant’s experience and reactions to using the instruction manual to complete the 

task. The post-test questionnaires were created in Survio and consisted of eight questions total. 

The first seven questions asked the participant to rate a statement based on a provided Likert 

scale. A Likert scale is a psychometric response scale used to obtain an individual’s specific 

level of agreement to a given statement. This study used a five-point Likert scale using the 

following answer points: Strongly Disagree, Disagree, Neutral, Agree, Strongly Agree. These 

questions aimed to measure the participant’s perspectives and reactions to either their use of the 

instruction manual or the design of the manual. The eighth question asked participants to order 

and rank the listed elements (visual or text) in order of helpfulness. These responses provided 

insights into what elements were favored over others within the instruction manual design. The 

post-test questionnaires were sent via a link to the participant once testing was completed. 

Interview  

Once the post-test questionnaire was completed, I asked each participant follow-up 

questions to obtain additional qualitative information on their experience completing the task 

using the assigned instruction manual. Each interview was semi-structured using the same 

questions for each participant within the same order. The questions asked included: 

• What did you like best about the non-interactive/interactive instruction manual? 

• What did you find most difficult when using the non-interactive/interactive instruction 

manual? 

• In your opinion, what design recommendations do you have that would have made the 

non-interactive/interactive instruction manual more usable/enjoyable/engaging? 
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Depending upon the responses given, I asked additional questions for clarification or to seek 

more elaboration on a given response. The first two questions aimed to retrieve information on 

the participant’s experience using the instruction manual and features they liked or disliked. 

These responses would provide more specific qualitative data on the instruction manual’s 

usability and aesthetics. The third question required participants to share their opinions on design 

recommendations that could improve the design or overall experience using the manual. The 

information provided from these questions would offer insights on what elements or features 

participants desire or look for in a manual. According to McColl-Kennedy et al. (2019), “Open-

ended feedback and user-generated content constitute excellent sources to mine meaning and 

gain insights into specific pain points along the customer journey” (p. 9).  

Results 

Survey 

 Prior to testing, each participant was asked to rate their previous experience with the style 

of instruction manual they were about to use. For those given the non-interactive instruction 

manual, two participants stated having an “Excellent” overall experience in using non-interactive 

instruction manuals to perform or complete a task; two participants responded with “Good”; and 

one participant responded with “Poor.” For those given the interactive instruction manual, one 

participant responded with “Excellent”; three participants responded with “Good”; and one 

participant responded with “Neutral”. Given the results of the survey, it was observed that 

participant experience ratings with a specific instruction manual demonstrated a wide range of 

satisfaction levels coming into testing, shown in Figure 2. 

Figure 2 
Rate your overall experience in using [non-interactive / interactive] instructions to learn how to perform and 
complete a task.  
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Instruction Manual Design & Usability Observations 

 Six out of ten participants were observed reading through the instructions aloud first, then 

proceeding to complete the fold. After an initial attempt was made to complete the step, 

particularly with more complex folds, participants were observed using the manual again for 

guidance. Participants noted that the manual allowed them to reference the images or text again 

or to obtain validation that the step was completed successfully. Four out of ten participants 

noted a greater preference for visual instructions compared to written instructions and 

commented that they felt more inclined to use the images compared to the text. Two participants 

stated that they generally struggle with visual-spatial processing but were more inclined to use 

the visual images versus the text. Half of the participants were recorded noting previous 

experience creating origami and reported familiarity with executing or making folds. These 

participants noted that they also relied upon their previous experience and memory of completing 

similar folds to easily complete the overall task. 

Design Elements as a Reference Tool 

The static visual illustrations were designed with yellow dots and arrows to call attention 

to the parts of the paper referenced and to assist the user in determining how to directionally 

execute a fold, see Figure 3. All participants commented that the guidance provided by these 

elements were key to understanding what the text instructions were describing.  

Figure 3 
Example of colored dots and directional arrows to execute a fold.  

 

Within the interactive instruction manual, the 

presence of the GIF animations was noted as a 

helpful visual to watch when completing a step. 

Participants commented that they liked using the GIF 

as a reference to ensure a fold was done correctly, 

more so with the more complex folds. All 

participants were observed taking the time to watch 

the animation, attempting the fold on their own, then 

returning to the GIF to re-watch and compare their 

paper against the desired result. A comparable design 



ANALYSIS OF INSTRUCTION MANUAL DESIGN  20 

element that received similar feedback to the GIFs was the 

presence of the “It should look like this” illustration, see 

Figure 4. As GIFs were not available to those participants 

using the non-interactive instruction manual, this 

illustration displayed the result of a fold. All participants 

using the non-interactive instruction manual noted that they 

appreciated being able to use that image to see what their 

paper should look like after completing a step; three out of 

the five participants also commented that they felt the visual offered them a feeling of success or 

accomplishment. This illustration was present within the interactive instruction manual as well, 

but all participants using the interactive instruction manual noted preferring the GIF animations 

compared to the static images.  

Disregard of Heavy Text 

Page two of the instruction manual included the most written text and provided the 

participant with information on the purpose of the instruction manual and facts about origami, 

shown in Figure 5. This page also contained a link that participants could engage with to access 

an external website page to learn more information on the history of origami. 

Figure 5 
Page two of the instruction manual and the most text heavy page. 

 
Seven participants commented that this page had too much text and that they either 

skimmed the content or skipped over it altogether. Common comments were:  

• “I am just going to move on.” 

Figure 4 
Example of the “It should look like this” illustration.  



ANALYSIS OF INSTRUCTION MANUAL DESIGN  21 

• “I am not really interested in reading this page.” 

• “I wasn’t really reading the text.” 

• “The text is really small, and I don’t feel like reading it.” 

• “Wow, that’s a lot of text…I kind of want to skip this page and get to folding.” 

Three participants commented that they would have either preferred the information be 

condensed or would have preferred seeing this information at the end of the manual. Regarding 

the available link to an external site, no participant clicked the link. 

Common Areas of Error or Confusion 

Both instruction manuals informed users of materials needed to complete the task, the 

primary material being a square piece of paper. While there are directions provided on how to 

create a square piece of paper from normal printer paper (8.5” x 11” paper), three out of ten 

participants were observed immediately creating their own square piece of paper using different 

methods. One participant used the method listed in the instruction manual; one participant laid a 

piece of paper on top of another at a 90-degree angle (aligning two edges of the papers together) 

and cut off the excess; and one participant visually guessed that they made a square. The 

instruction manuals also showed a pencil and ruler (listed as optional) as additional materials 

needed. All participants commented that the use of a pencil or ruler was not necessary as the 

edge of the folded piece of paper could be used to guide the cut; one participant chose to tear 

along the edge of the paper instead of use scissors.  

Another common item that multiple participants commented on was a callout on page 

three (see Figure 6). The callout was provided to direct users who had a 

square piece of paper ahead to the main step instructions, and those 

who did not have the right sized paper to turn the page to create their 

own. The common feedback was that the order in which the content was 

presented was confusing and should be reversed. Most of the 

participants noted that they would have jumped ahead to page 8 due to 

its clear call to action and would have disregarded the content below. 

One participant, who did not have a square piece of paper, did not notice 

the directive in this callout to turn to page 4. Instead, this participant 

progressed to page 8 and became confused that they did not have the 

Figure 6 
Page three callout to direct 
users to upcoming pages. 
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right sized paper; the participant was able to back track and locate the instructions to create the 

paper before proceeding with the main instructions. 

 All participants created their own square piece of paper in order to complete the task. 

This process required the participant to fold one corner of their printer paper to meet the opposite 

edge of the paper and crease the fold. Within the main instructions, the first fold a participant 

makes in Step Two is along that pre-existing crease when creating their own square piece of 

paper (Figure 7). If a participant were using origami paper, that crease would not exist as they 

would be making their first crease in the paper. However, as all participants had that pre-existing 

crease, many noted that it was odd being asked to re-fold the paper and commented that it would 

have been clearer if they started on Step Three instead (Figure 7). 

Figure 7 
Step Two and Step Three instructions to create the first two folds. 

 

Of all the steps and folds 

within the instruction manual, the step 

that provided consistent consternation 

for participants was Step Six which 

consisted of a more complex fold 

(Figure 8). Participants were required 

to fold the left-hand side of the paper 

up to meet the center crease, then 

repeat with the right-hand side. Eight 

out of ten participants were observed 

either verbally or physically reacting 

Figure 8 
Step Six of the non-interactive instruction manual and the most 
complex fold for this task. 
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to the instructions. Most participants either had a look of confusion on their face and/or stated 

aloud that they were unsure if they did the step correctly. One participant (non-interactive) was 

observed not executing the fold correctly but could correct the error by referencing the static 

visual “It should look like this.” Common responses while attempting this step included: 

• “I don’t know if I did this correctly.” 

• “Hmm…I think this is right?” 

• “I’m not 100% confident I did that fold the right way.” 

Questionnaire Data 

 Once usability testing was completed, each participant was sent a link for a post-test 

questionnaire to obtain feedback on their experience and satisfaction level based on a 5-point 

Likert scale. For each question, every point on the Likert scale was assigned a score value (1 = 

Strongly Disagree; 5 = Strongly Agree) to obtain a weighted average by manual type. The final 

data points were then separated by manual type as a means of comparing visible differences in 

satisfaction level. Finally, for Question 8 of the post-test questionnaire, the weighted average was 

calculated for each ranked design element. This provided insight into which design elements 

participants viewed as more desirable (most and least helpful) within the manual to complete the 

required task.  

 The weighted averages obtained for Questions 1 – 7 of the post-test questionnaires 

displayed a common result wherein the interactive instruction manuals were viewed more 

favorably compared to the non-interactive manual, however, differences in satisfaction levels 

were close with a range of 0.2 to 0.8. Considering levels of customer satisfaction (Question 7), 

participants using the interactive instruction manual displayed a higher level of satisfaction and 

enjoyment compared to those using the non-interactive manual (see Appendix G). With regards 

to the difference between written instructions versus visual instructions (animations and 

illustrations), the interactive 

instruction manual was viewed 

more favorably for both 

mediums, with a greater 

discrepancy in scores regarding 

written instructions (see Tables 2 

Table 2 
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& 3).  Considering that the text was similar between the interactive and non-interactive manual, 

there is uncertainty surrounding the reasons for the difference in satisfaction scores.  

 Questions 5 and 6 of 

the post-test questionnaires 

were geared to obtain 

feedback on the usability of 

the instruction manual. 

Considering the manual’s 

perceived ease of use, all five participants using the interactive instruction manual strongly 

agreed that it was easy to use as a reference compared to those using the non-interactive manual 

(Table 4). With regards to the manual’s findability, or the ease in which information can be 

found by a user, participants using the interactive instruction manual scored higher than those 

using the non-interactive manual (Table 5). 

Table 4 

Average agreement with the statement "The instruction manual was 
easy to use as a reference as I was completing the task." 

(1 = Strongly Disagree; 5 = Strongly Agree) 

Manual Type Satisfaction 
Non-Interactive (n=5) 4.8 
Interactive (n=5) 5 

 

Table 5 

Average agreement with the statement "I could find exactly what I was 
looking for in the instruction manual when I needed to do so."  

(1 = Strongly Disagree; 5 = Strongly Agree) 

Manual Type Satisfaction 
Non-Interactive (n=5) 4.4 
Interactive (n=5) 4.8 

 
 The final question of the questionnaire asked participants to rank design elements based 

upon their perceived level of help while completing the task. Similar to the Likert scale 

responses, each design element was assigned a score value (1 = Least Helpful; 3 = Most Helpful) 

to obtain a weighted average. The results were then separated into the two manual formats and 

compared to observe patterns or differences. The non-interactive instruction manual was 

Table 3 
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comprised of two design elements, text – written instructions and illustration images – visual 

instructions. All five participants reported a higher preference for the illustration images 

compared to the text (Appendix H). The interactive instruction manual was comprised of three 

design elements, text – written instructions, animation videos – visual instructions, and 

illustration images – visual instructions. Similar to the non-interactive instruction manual, 

participants ranked the visual instructions higher than the written instructions; however, specific 

to the interactive instruction manual, the animation videos scored higher than the illustration 

images (Appendix I). Results demonstrate a higher level of desirability and overall preference for 

visual context as a reference tool than the use of written text.   

In addition to obtaining weighted averages for each individual question, the total average 

was calculated from the individual weighted average values to obtain an overall satisfaction 

score. These values were then 

compared to observe a 

comprehensive view of 

participant predilection by 

manual format. Results 

calculated were similar with a 

0.3 difference in score, but the 

interactive instruction manual 

(Score = 4.3) ranked higher than 

the non-interactive instruction 

manual (Score = 4.0) (Figure 9).  

Interviews 
 Responses gathered from the semi-structured interview provided more insights on 

specific items, steps, or pain points experienced during testing. While describing their experience 

or perception of the manual, participants used a variety of adjectives. These words were recorded 

and counted based on their frequency of occurrence throughout all ten participant interviews. 

The words were then inputted to create a word cloud, a visual representation of text data, 

wherein words used more frequently were displayed with a larger font. Including responses from 

both interactive and non-interactive participants, the top three adjectives used were Helpful, 

Funny, and Clear (Figure 10), which were fortunately all positive words.  

1

2

3

4

5

Non-Interactive Interactive

Total Average Likert Scale Scores of All 
Post-Test Questionnaire Questions 

(1 = Strongly Dislike; 5 = Strongly Like )

Figure 9 
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Common items 

participants liked about the 

instruction manuals were the 

use of humor, more specifically 

within the interactive 

instruction manual. With the 

use of GIF animations, each 

box containing an animation 

used a play on the word “give”, 

such as “GIF it a try.” Participants noted that the inclusion of humor made the instruction manual 

more enjoyable and felt more inclined to continue through the task. One participant commented 

that they “liked the use of humor because it showed that a real person created it and that thought 

was put into making it.” In addition to promoting a more enjoyable experience, the GIFs were 

noted as being helpful in giving a clear demonstration of the step. A common response was that 

the animations “got the job done” and were easy to reference to see the step from start to finish. 

More so for the non-interactive manual, participants reported a large appreciation for the static 

visuals, labeling them as helpful and clear. Many participants noted that “whenever in doubt, I 

could rely on the visuals to help” and that the use of the visuals (including animations) “helped 

me better understand what I needed to do.” One particular visual that was commented on 

frequently for its usefulness was the “It should look like this” image. Participants primarily using 

the non-interactive instruction manual noted that they used that image to confirm that they 

completed the step correctly before progressing forward.  

 While there were many noted positives, there were some items participants stated were 

areas for improvement. A few participants commented that at times the written text was 

confusing and if just relying on text only, they could have potentially arrived at a different result 

than what was intended. One participant noted that there were too many steps and that some of 

the simpler steps could have been condensed, while the more complex folds could have been 

broken down more. Finally, a common comment was the presence of the text-heavy page at the 

start of the instruction manual (page 2). Multiple individuals noted that there were too many 

words and were disinterested in actually reading the information provided. One participant stated 

Figure 10 
Word Cloud of Adjectives Used to Describe Their Experience with the 
Manual 
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that, “I thought the text at the beginning was overwhelming and misleading. It made me think 

that there would be a lot of reading in the instruction manual, which was not the case.”  

Discussion 
 This study provided some interesting perspectives and insights into the impact of the 

style of an instruction manual on its usability and desirability as a reference tool to complete a 

task. Through the use of usability testing and qualitative measurements, it was discovered that 

the interactive instruction manual displayed higher levels of satisfaction; participants had a 

greater preference for visual instructions compared to text, however, the use of humor was a 

common favorite element within the text; and the use of visuals and aesthetics provided not only 

a good reference for participants but also promoted a sense of success and validation when 

completing the task at hand.    

As a design medium, it was clear there was a higher level of satisfaction and preference 

to using the interactive instruction manual compared to the non-interactive instruction manual. 

Despite the final weighted scores being close in value, scores for each questionnaire question 

displayed higher values from those using the interactive manual, indicating a more positive 

perception of that format. Throughout the study, participants remarked that the interactive 

platform was engaging and easy to use as a reference when completing the origami heart. 

According to Upland Software, “Interactive content helps bridge the engagement gap by pulling 

users directly into the content by requiring their engagement and providing them with something 

valuable in return” (The Top Examples and Benefits of Interactive Content, 2020). Scott Brinker, 

author of ChiefMartec.com, notes that,  

“By its very nature, interactive content engages participants in an activity: answering 

questions, making choices, exploring scenarios. It’s a great way to capture attention 

right from the start. Individuals have to think and respond; they can’t just snooze through 

it” (Patel, 2021). 

Through its use of more rich, multi-media content, the interactive instruction manual 

provided participants with more elements to not only attract their attention, but to maintain their 

interest and engagement with the product. Considering that the majority of individuals do not 

enjoy reading an instruction manual or spare little time to use the manual as intended, the 

presence of elements that pique interest and provide more positive experiences can aid in user 

retention, manual readability, and overall satisfaction judgments. 
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 While comparing the satisfaction levels of text instructions versus visual instructions, it 

was clear that participants had a greater preference using visual imagery to complete a task 

instead of reading instructional content. Interestingly enough, the presence of a page primarily 

comprised of text was seen as a deterrent by participants to engage in fully. Similar to the 

findings of Alexander (2013), participants perceived the more text-heavy pages as not worth 

their time to read in full. In fact, many noted that they preferred to skim or skip the content so 

that they could progress faster through the manual. But not all text was perceived negatively. The 

majority of participants during testing noted that the presence of humor added a layer of fun to 

the experience and made using the manual more enjoyable. According to Daum (2020), one of 

the benefits of using humor within content is to establish rapport with the user. There is power in 

laughter and the use of jokes, puns, or funny quips which can help establish a sense of likeability 

and trust with the customer. Additionally, when executed properly, the presence of humor can 

aid in relieving tension and promote more positive associations from the enjoyable experience. 

Daum (2020) notes that, “Combined with knowledge, humor enhances expertise, demonstrating 

confidence and strength.” However, while humor can be a fun way to loosen up the standard 

professional image, it is important to consider whether its presence is suitable and its overall 

purpose. Therefore, it is essential to ensure that the use of humor is appropriate for the product 

context and fits the target audience.  

While participants had multiple forms of instructions to reference, individuals were more 

inclined to skim the text and rely more heavily on the illustrations or animations to better 

understand what is required to complete the step. As the old adage goes, “a picture paints a 

thousand words” and a visual or graphic can aid in clarifying a concept that is often challenging 

to explain using only words. In addition to its benefit as a reference tool to complete the task, 

participants also noted that the presence of the visuals simulated a sense of success and 

validation. Many noted that by seeing the desired end result prior to completing a fold or 

physically comparing their own paper to the visual made them feel a sense of accomplishment 

and more confident in moving forward.  
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Recommendations & Future Implications 

Improvements to Manual Design & The Role of the Technical Communicator 

From the feedback gathered during the interview and comments made during testing, 

there were a number of recommendations that could be applied to future changes. The majority 

of the noted considerations also offer more generalizable strategies technical communicators can 

take when designing and formatting an instruction manual. As Gök et al. (2019) notes, “Good 

presentation complements the content and makes the manual more effective and easier to use” 

(p. 477). Therefore, the following recommendations were provided as a means of not only 

improving the format and design but also the user experience and engagement.  

One participant noted that the font was quite small when reading the interactive 

instruction manual online. To ameliorate this issue and to improve the accessibility of the 

content, it would be beneficial to use a larger font size or allow users to adjust the font size as 

desired. It is important that technical communicators take into consideration the practice of 

accessibility as a means of accommodating all potential users and the various contexts of use. 

Improvements in the accessibility of a deliverable not only helps those with disabilities but can 

also provide benefits to others. For example, the incorporation of high-contrast, legible text can 

aid those with vision difficulties as well as help those who may be viewing a manual on a mobile 

device in sunlight.  

As noted previously, the introduction page that was more text-heavy was overwhelming 

and “too much text.” To not deter a user from immediately disregarding the use of the manual, it 

was recommended that the information be condensed to be more digestible, especially as it is one 

of the first couple pages encountered by a user. An alternate suggestion from two participants 

was to place the text towards the end of the manual. Both participants noted that they would be 

more inclined to read information at the end once the project was completed. This would allow 

them the opportunity to associate the newfound knowledge with the product they just created. 

Such feedback can impact a technical communicator’s approach to presenting text within 

manuals. Given the disinterest in more text-based content, technical communicators can consider 

modifying the instructional text in a way that is more digestible and readable for a user, such as 

through breaking down large content into smaller chunks, summarizing information, or utilizing 

keywords or phrases in place of long text. Furthermore, with the noted preference for animations 
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and illustrations, technical communicators can consider incorporating more visual approaches to 

presenting the information or the potential use of more interactive elements to pique interest and 

maintain engagement. It is important that technical communicators take into consideration the 

needs and wants of their audience as a way of instilling a more user-centric design.  

By enhancing the design of the instruction manual, the perceived quality of the manual 

should also increase. Not only that, but the perception of the product and manufacturer should 

improve as a consequence of higher quality documentation. According to Gök et al. (2019), 

“Users often form an opinion about a product and its supplier based on their experience of 

learning how to use and maintain the product” (p. 475). Therefore, considering the total product 

experience, “a high-quality manual is particularly valuable and supportive for consumers’ 

product quality and satisfaction judgments as manual interaction takes place at a very critical 

stage for the formation of consumers’ overall assessment related to that specific purchasing 

experience” (Gök et al., 2019, p. 482). It is through the use of more high-quality manuals that 

technical writers can address customer satisfaction and its influence on customer brand loyalty. 

Research shows that customers who report high satisfaction surrounding a purchase are more 

likely to repeat purchase the product or service again, thereby establishing a greater sense of 

brand loyalty.  

Future Usability Test Considerations 

  According to Nielsen (2000), the first round of testing should elicit around 85% of the 

usability problems and that “you need to test with at least 15 users to discover all the usability 

problems in the design.” As this study consisted of five users for each format of instruction 

manual, it would be beneficial to incorporate more usability tests to ensure that all elements of 

the design have been thoroughly evaluated. Additionally, through the use of an iterative design, 

the initial problems found within usability testing can be addressed within the redesign of the 

product. This new design can then be used within a new round of testing in hopes of discovering 

the remaining 15% of the original usability problems (Nielsen, 2000).  

 While the subject matter for this study’s testing was simple in nature, it would be 

interesting to see testing repeated utilizing a more complex subject matter, ergo more intricate 

instructions. In addition to gaining more data on the impact of the design of an instruction 

manual on usability and customer satisfaction, one could observe the impact of the complexity of 

a task on the execution of different formats of instruction manuals. With a more complex task, 
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different elements or a combination of elements may gravely impact user comprehension. 

Additionally, the inclusion of more complex task-based instructions could impact the mental 

load or mental effort of the user, thereby influencing user performance (Paas & Van 

Merriënboer, 1994).   

Furthermore, as this study only utilized two delivery mediums for the instruction 

manuals, the incorporation of different mediums would expand the scope of the current study in 

determining the best format for customer satisfaction and usability. We live in an age of online 

learning and individuals have become more accustomed to utilizing online media, such as 

Youtube videos, to watch or follow along tutorials. Therefore, a study wherein a full video is 

used to demonstrate the completion of a task could provide insights into its specific medium’s 

impact on user satisfaction, desirability, and usability. Additionally, the inclusion of a full video 

could be used in comparison to short animations, such as GIFs, to determine whether the length 

of a clip/video impacts user perception and experience. Along this same vein of incorporating 

different mediums within future testing, future tests could incorporate formats such as 

Augmented Reality (AR) to determine its unique experience in completing a task. Deciphering 

2D images and inferring actions from a sequence of images can be quite challenging and 

mentally demanding. Through a more immersive 3D experience, “AR manuals can present the 

technical information registered to the object in the real workspace with potential benefit that 

increases with higher complexity of the operations” (Gattullo et al., 2019, p. 277). 

Finally, considering the adverse effect of text-heavy pages on user interest and 

engagement, a study that incorporates more visual-based instruction manuals could provide 

insights into user preference for using images to complete a task compared to more written 

instructions. Additionally, by focusing on the differences between visual versus text instructions, 

one can analyze the manual’s usability and accuracy of completing a task.  

Limitations 

There were a number of limitations that arose while conducting this study. While 

usability testing occurred in the midst of the COVID-19 pandemic, the majority of testing 

occurred remotely. While remote usability testing is a plausible testing method, not all 

participants were familiar in using video conferencing which often made it challenging observing 

the participant’s work surface and the participant. Due to these challenges, there is a possibility 

that some participant actions were missed due to being off camera and were therefore not 
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included within the final data. Additionally, I intended to use print copies of the instruction 

manual for the non-interactive instruction manual. The hope was to gather additional information 

on the differences between print versus digital mediums for instruction manuals and whether that 

impacts its ease of use and user experience. However, with COVID-19 restrictions and wanting 

to respect the safety of the participants involved, a digital copy was used instead. Finally, despite 

following Nielsen’s principle of utilizing five users for usability testing allow for the best results, 

it was challenging confidently generalizing the findings based on the small sample size. 

Therefore, a future consideration would be to utilize a larger sample size as a means of obtaining 

higher levels of accuracy and reduce the margin of error.  

Conclusion 

 The instruction manual accompanying a product is often an overlooked or disregarded 

tool that was created for the purpose of informing and assisting the customer during their 

purchase experience. Despite a noted discrimination against the use of manuals, the instruction 

manual plays a significant role in a product’s perceived value and can greatly influence attitudes 

toward the manufacturer impacting brand loyalty. Considering its importance to the total product 

experience, technical writers can aid in mitigating this general prejudice by improving a 

manual’s design and format. The implementation of design strategies focused on desirability can 

not only improve customer experience, satisfaction, and brand loyalty, but steps can be made to 

generate more positive connotations towards the use and engagement of instruction manuals. 
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Appendix A 

Non-Interactive Instruction Manual 
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Appendix B 

Interactive Instruction Manual 
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Appendix C 
Usability Testing Consent Form
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Appendix D 
Figure D1 

Pre-Test Survey – Non-Interactive 

 

 

Figure D2 

Pre-Test Survey - Interactive 
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Appendix E 

Post-Test Questionnaire – Non-Interactive 

The post-test questionnaire was created with Survio. A link to the questionnaire was sent to the 
participant after usability testing. 

1. I felt comfortable using the non-interactive instruction manual to perform the task. 
Please rate the following statement using the following scale: 
• Strongly Disagree • Disagree • Neutral • Agree • Strongly Agree 
 

2. The written instructions (text only) were easy to understand. 
Please rate the following statement using the following scale: 
• Strongly Disagree • Disagree • Neutral • Agree • Strongly Agree 
 

3. The visual instructions (illustrations only) were easy to understand. 
Please rate the following statement using the following scale: 
• Strongly Disagree • Disagree • Neutral • Agree • Strongly Agree 
 

4. The non-interactive instruction manual was frustrating to use. 
Please rate the following statement using the following scale: 
• Strongly Disagree • Disagree • Neutral • Agree • Strongly Agree 
 

5. The non-interactive instruction manual was easy to use as a reference as I was 
completing the task. 
Please rate the following statement using the following scale: 
• Strongly Disagree • Disagree • Neutral • Agree • Strongly Agree 
 

6. I could find exactly what I was looking for in the non-interactive instruction manual 
when I needed to do so. 
Please rate the following statement using the following scale: 
• Strongly Disagree • Disagree • Neutral • Agree • Strongly Agree 
 

7. I enjoyed using the non-interactive instruction manual to complete the task. 
Please rate the following statement using the following scale: 
• Strongly Disagree • Disagree • Neutral • Agree • Strongly Agree 
 

8. Which element in the non-interactive instruction manual was the most helpful while 
completing the task? 
Please click and drag the answers into the desired order according to your preference: (1 
- Most Helpful, 2 - Least Helpful) 

↕ Visual Instructions (Images) 
↕ Written Instructions (Text)  
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Appendix F 
Post-Test Questionnaire – Interactive 

The post-test questionnaire was created with Survio. A link to the questionnaire was sent to the 
participant after usability testing. 

1. I felt comfortable using the interactive instruction manual to perform the task. 
Please rate the following statement using the following scale: 
• Strongly Disagree • Disagree • Neutral • Agree • Strongly Agree 
 

2. The written instructions (text only) were easy to understand. 
Please rate the following statement using the following scale: 
• Strongly Disagree • Disagree • Neutral • Agree • Strongly Agree 
 

3. The visual instructions (animations + illustrations only) were easy to understand. 
Please rate the following statement using the following scale: 
• Strongly Disagree • Disagree • Neutral • Agree • Strongly Agree 
 

4. The interactive instruction manual was frustrating to use. 
Please rate the following statement using the following scale: 
• Strongly Disagree • Disagree • Neutral • Agree • Strongly Agree 
 

5. The interactive instruction manual was easy to use as a reference as I was 
completing the task. 
Please rate the following statement using the following scale: 
• Strongly Disagree • Disagree • Neutral • Agree • Strongly Agree 
 

6. I could find exactly what I was looking for in the interactive instruction manual 
when I needed to do so. 
Please rate the following statement using the following scale: 
• Strongly Disagree • Disagree • Neutral • Agree • Strongly Agree 
 

7. I enjoyed using the interactive instruction manual to complete the task. 
Please rate the following statement using the following scale: 
• Strongly Disagree • Disagree • Neutral • Agree • Strongly Agree 
 

8. Which element in the interactive instruction manual was the most helpful while 
completing the task? 
Please click and drag the answers into the desired order according to your preference: (1 
- Most Helpful, 3 - Least Helpful) 

↕ Animation Videos – Visual Instructions 

↕ Text – Written Instructions 

↕ Illustration Images – Visual Instructions 
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Appendix G 

Figure G1 

 
  

Table G1 

Average agreement with the statement "I enjoyed 
using the instruction manual to complete the task." 

(1 = Strongly Disagree; 5 = Strongly Agree) 

Manual Type Satisfaction 
Non-Interactive (n=5) 4.6 
Interactive (n=5) 5 
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Appendix H 

Figure H1 

 

 

Table H1 

Average agreement with the statement "Which element in the non-interactive instruction manual 
was the most helpful while completing the task?" (1 = Least Helpful; 2 = Most Helpful) 

Manual Design Element Score 
Text – Written Instructions 1  
Illustration Images – Visual Instructions 2 
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Average (Weighted) Scores of Ranked 
Non-Interactive Manual Design Elements

(1 = Least Helpful; 2 = Most Helpful)
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Appendix I 

Figure I1 

 

 

Table I1 

Average agreement with the statement "Which element in the interactive instruction manual was 
the most helpful while completing the task?" (1 = Least Helpful; 3 = Most Helpful) 

Manual Type Score 
Animation Videos – Visual Instructions 2.8 
Text – Written Instructions 1.2  
Illustration Images – Visual Instructions 1.8 
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