[image: image1.png]FarfhlLink’



                                                                                    Policy and Procedure Manuals Defined

                                                                                                                                               Operations Documentation


                                                                                                                
            November 9, 2000


Policy and Procedure Manuals Defined

The purpose of this paper is to clarify and define the type of document classified as a Policy and Procedure Manual. This definition has been officially adopted by the OpsDox Department at EarthLink, and is used to denote the specific type of document being written, as well as the its defined purpose and characteristics. 

1.  What is a Policy? 

A policy is a predetermined course of action established as a guide toward accepted business strategies and objectives. Policies should contain the following headings and information:

· Purpose 

· Revision History 

· Persons Affected

· Policy

· Definitions

· Responsibilities

· Procedures

2.  What is a Procedure?

A procedure is a method by which a policy can be accomplished; it provides the instructions and information necessary to carry out a policy statement. Procedures should contain the following headings and information:

· Purpose 

· Revision History 

· Persons Affected

· Policy

· Definitions

· Responsibilities

· Procedures

3.  The Policy and Procedure Manual

Audience:  All employees within a specific department or team; key decision-makers.

A policy and procedures manual (P&Ps) is a handbook that defines the employees’ roles. P&Ps create expectations and guides for action; procedures provide the means by which the actions can be carried out by management and by employees. The segregation of duties established within the organizational structure can be used as a guide with writing policies and procedures for assigning specific responsibilities and tests to employees and to functional areas. 

Policies and procedures are considered to be internal controls. Well-conceived guidelines that satisfy the internal controls will ensure a continual coordination of group efforts within the organization toward the achievement of company goals and objectives. Company goals and objectives can’t be achieved when consistency and continuity are lacking in management decisions. Without policies and procedures, this group effort may not materialize because management and employees would be regularly interpreting routine and recurring situations.  

Issues to address include:

· Clearly articulated vision, mission and objectives of the department for which the P&P is being written.

· Review of all core business processes, or those that represent the departments’ major operations. These should be based around the mission and vision statements for the company and the department.  

· Definition of each task and associated constraints. Provide specifics surrounding individual and group responsibilities, including the boundaries within which they have to work and the demands upon them to which they are expected to respond. 

· Step-by-step detail of the tasks described, to allow individuals the freedom to execute their duties and to make decisions within defined, approved boundaries.

· Explicitly defined departmental rules to allow management and staff to foresee potential problems, rather than having to repair broken processes after they’ve occurred. Furthermore, providing explicit detail will allow management to exercise control by exception rather than having to review every action and decision of their staff. 

· A baseline to which subsequent change can be referred, and to help enable future changes in the way procedures are performed.

· Guidelines upon which job performance can be based and reviewed.

· A brief description of all positions and job descriptions within the department, and the departmental chain of command.

· Whenever possible, graphics and flowcharts are included to clearly depict decision points and process flows. Flowcharts are especially useful when describing diagnostic procedures. 

· Copies and explanations of all forms referenced in the P&P.

· Whenever possible, benchmarks for a specific process or tool.

· Established methodology for keeping information current.

All P&Ps must be reviewed and approved by the departmental manager, and often by the departmental director. Prior to official release and publication, the entire document must be signed off by the same manager and/or director who approved the final document. This can be denoted either by signing their approval to the cover page of the actual hard copy, or by submitting written approval via any means. All formal approvals must be recorded and archived by the Operations Documentation Manager.
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Confidential Information Notice 

Copyright 2001. All Rights Reserved.  Any unauthorized reproduction of this document is prohibited.

This document and the information it contains constitute a trade secret of EarthLink, Inc. and may not be reproduced or disclosed to non-authorized users without the prior written permission of EarthLink. Permitted reproductions, in whole or in part, shall bear this notice.
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