Chapter 1
active listening listening that demands close attention to the literal and emotional meaning of a message and a level of responsiveness that shows the speaker the message was both heard and understood. (p. 17)
body language (kinesics) non-verbal communication conveyed by gestures, eye contact, posture, and facial expressions. (p. 15) 
business ethics the socially accepted moral principles and rules of business conduct. (p. 19) 
bypassing misunderstanding that results from the receiver inferring a different meaning from a message based on the different meanings of the words that are used (p.10) 
channel a communication pathway or medium over which a message travels. (p. 9) 
channel barriers inappropriate choices of channel that impede communication (p.10–11) 
channel overload the inability of a channel to carry all transmitted messages. (p. 10) 
chronemics the study of time in non-verbal communication. (p. 14) 
cognitive dissonance the tendency to reject messages based on personal value systems. (p. 17) 
communication a transactional and relational process involving the meaningful exchange of information. (p. 6) 
communication barriers problems that can affect the communication transaction, leading to confusion or misunderstanding. (p. 10) 
communication theory a system of ideas for explaining communication. (p. 6)
culture the shared customs and patterns of behaviour of a particular group or society, including its language, rules, beliefs, and structures. (p. 23) 
cybernetics the study of how information is processed and how communication systems function. (p. 7)
decoding the act of extracting meaning from spoken, written, and non-verbal communication. (p. 9)
downward communication flow channels information from superiors to subordinates. (p. 19)
dyadic a group of two (p. 11)
emotional interference a psychological factor that creates problems with the communication transaction. (p.10) 
encoding the act of converting ideas into code in order to convey a written, oral, or non-verbal message. (p. 9) 
environmental interference interference that results from preconceptions and differing frames of reference. (p. 11) 
ethnocentrism the tendency to make false assumptions, based on limited experience, that one’s own cultural or ethnic group is superior to other cultural or ethnic groups. (p. 23) 
external communication communication with audiences who are part of an external environment. (p. 17) 
feedback the receiver’s response to a message that confirms whether the original message was received and understood. (p. 9) 
formal communication channels facilitate the flow of information through an organization’s hierarchy. (p. 18) 
formal communications network a system of communication sanctioned by organizational management. (p. 18) 
hard skill a technical skill a person requires for a specific job. (p. 2) 
high-context cultures cultures in which communication depends not only on the explicit wording of a message but on its surrounding context. (p. 24) 
horizontal communication flow enables individuals at the same organizational level to share ideas and exchange information. (p. 19) 
informal oral network unofficial internal communication pathways that carry gossip and rumours, sometimes accurate, sometimes not (also known as a grapevine) (p. 18) 
information overload a condition whereby a receiver cannot process all messages due to their increasing number. (p.10) 
internal communication communication through the channels of an organization. (p. 16) 
libel a false published statement that is damaging or injurious to a person’s reputation. (p. 21) 
low-context cultures cultures that favour direct communication and depend on explicit verbal and written messages exclusive of context. (p. 24) 
message any type of oral, written, or non-verbal communication that is transmitted by a sender to an audience. (p. 9) 
mixed messages conflicting perceptions of a signal or message that may result in miscommunication. (p.10–11) 
noise any form of physical or psychological interference that distorts the meaning of a message. (p. 10) 
non-verbal behaviours communication that takes place through gestures, facial expressions, eye contact, and posture. (p. 25) 
non-verbal communication communication that does not use words but takes place through gestures, eye contact, and facial expressions. (p.12)
paralanguage (vocalics) non-verbal vocal qualities of communication. (p.15) 
physical and technical interference interference external to the sender and receiver. (p.10) 
proxemics the study of the use of and perception of space. (p. 14) 
receiver the person for whom a message is intended, who decodes the message by extracting meaning from it. (p. 9) 
rhetoric the use of language to persuade an audience. (p. 7) 
semantics the study of the words and symbols we choose. (p. 7) 
semantic interference interference caused by ambiguity, jargon, language, or dialect differences, and different ways of assigning meaning. (p. 10) 
semiotics the study of how meaning is assigned and understood (p. 7) 
sender the participant in the transaction who has an idea and communicates it by encoding it in a message. (p. 9) 
soft skill a social, interpersonal, or language skill that complements a person’s technical skills. (p. 2) 
upward communication flow channels information from subordinates to superiors. (p. 18)
Chapter 2
audience analysis the process of assessing the needs and knowledge of readers and listeners and adapting messages accordingly. (p. 40) 
brainstorming a method of generating content by listing ideas as they come to mind. (p. 42) 
cause-and-effect development a method of organization that links events with the reasons for them. (p. 45) 
chronological development a method of organization that describes events in the order in which they occurred. (p. 45) 
collaborative writing the process of writers working together to create finished reports, proposals, and other important documents. (p. 52) 
drafting the preliminary writing of a document. (p. 46) 
editing the process of checking a writing draft to ensure it conforms to standards of good English, style, and accepted business-writing practice. (p. 48) 
freewriting a method of generating content based on unstructured writing and the recording of ideas as they come to mind. (p. 47) 
journalistic questions the essential questions (who, what, why, when, where, and how) that frame journalists’ inquiries as they focus and prepare their stories. (p. 44) 
mapping or clustering a method of generating content by visualizing the main topic and its subcategories. (p. 44) 
medium or channel the physical means by which an oral or written message is transmitted. (p. 41) 
organizing and outlining the process of arranging information for clarity and impact. (p. 45) 
outline a framework for a document, showing its divisions and elements. (p. 45)
prewriting the process of gathering ideas and establishing the purpose, audience, and channel for a message. (p. 38) 
primary audience the intended receiver of a message—the person or persons who will use or act on a message’s information. (p. 41) 
reader benefits the advantages the reader gains by complying with what the author proposes in buying products, following policies, or endorsing ideas. (p. 41) 
revising or revision the process of reviewing and making changes in a draft document—adding, deleting, reorganizing, or substituting—to transform it into a finished document. (p. 48) 
richness a quality of the types of cues by which meaning can be derived from a message. (p. 42) 
scope the breadth or limitations of a document’s coverage. (p. 39) 
secondary audience anyone, other than the primary audience, who will read a document and be affected by the action or decision it calls for. (p. 41) 
sequential development a method of organization describing the arrangements of steps in a process. (p. 45) 
writer’s block a psychological state of being unable to begin the process ofcomposition out of fear or anxiety over the communication task. (p. 47) 
Chapter 3
abstract nouns things not knowable through the senses. (p. 64) 
acronym a pronounceable word formed from the initial letters of other words (NATO). (p. 63) 
active voice a writing style in which the grammatical subject of a sentence performs the action. (p. 71) 
ambiguity a term that describes an obscure or inexact meaning. (p. 59) 
analogy an explanation of the unfamiliar in terms of the familiar. (p. 65) 
buzzwords fashionable, technical, or computer jargon. (p. 61) 
clichés overused, tired expressions that have lost their ability to communicate effectively. (p. 62) 
concrete nouns things knowable through the senses. (p. 64) 
connotation a word’s implied or associative meaning, often coloured by emotion. (p. 73) 
denotation a word’s literal or dictionary definition. (p. 73) 
emoticon a symbol consisting of a sequence of keystrokes that produce a sideways image of a face conveying any one of a range of emotions. (p. 63)
expletive construction a phrase such as there is/are or it is/was at the beginning of a clause, delaying the introduction of the subject. (p. 71) 
formality the level of writing; whether the writer is using the appropriate register based on an observance of the rules and conventions of writing. (p. 73) 
idiom a word or phrase that has a meaning different from its literal meaning. (p. 65) 
impersonal style a style of writing that seems objective and detached based on its use of third-person pronouns. (p. 74) 
jargon a term that describes (1) the specialized terminology of a technical field or (2) outdated, unnecessary words used in a business context. (p. 61) 
nouns words that name people, places, things and abstract concepts. (p. 68) 
noun conversions or nominalizations verbs that have been converted into nouns with the addition –ment or –tion endings. (p. 68) 
passive voice a writing style in which the grammatical subject of a sentence is acted upon. (p. 71) 
personal style a style of writing that seems warm and friendly based on its use of first- and second-person pronouns. (p. 74) 
phrasal verb a verb that combines with one or more prepositions to deliver its meaning. (p. 59) 
plain style or plain language a style of writing that places value on simplicity, directness, and clarity. (p. 58) 
prepositional phrase a phrase beginning with a preposition and functioning as a modifier. (p. 71) 
pronouns words that replace or refer to nouns. (p. 59) 
reader benefits the benefits or advantages a reader can gain by complying with the action the writer endorses. (p. 76) 
redundancies unplanned repetitions. (p. 69) 
salutation a greeting at the beginning of a letter: “Dear Ms. Gill.” (p. 78) 
slang coined words or existing words that are informal and havemeanings specific to particular groups or localities. (p. 63)
tone the implied attitude of the author to the reader, as reflected by word choice. (p. 73) 
verbs words that describe actions, occurrences, or states of being. (p. 68) 
voice a term that describes a verb’s ability to show whether the subject of a sentence acts or is acted upon. (p. 59)
we-attitude a writing style that focuses on the shared goals and values of the writer and the reader(s). (p. 77) 
you-attitude a writing style that focuses on the reader rather than the writer. (p. 76)
Chapter 4
appositive a word or group of words that renames a preceding noun. (p. 92) 
clause a group of related words containing a subject and a complete verb; when it delivers full meaning it is called an independent clause; when it doesn’t deliver its full meaning by itself, it is called a dependent clause. (p. 88) 
closed question a question with a limited number of possible responses. (p. 92) 
coherence the logical and semantic links between sentences. (p. 107) 
comma splice the error that occurs when two independent clauses are connected with nothing more than a comma. (p. 102) 
complex sentence a sentence containing one independent clause and one or more dependent clauses. (p. 90) 
compound sentence a sentence containing two or more independent clauses joined by one or more coordinating conjunctions. (p. 89) 
dangling modifier a phrase that describes something that is implied rather than actually stated in a sentence. (p. 102) 
declarative sentence a sentence that makes a statement. (p. 92) 
dependent clause (or subordinate clause) a clause that cannot function on its own as an independent grammatical unit. (p. 88) 
elliptical construction a sentence structure that deliberately omits words that can be inferred from the context. (p. 103) 
emphasis in writing, the practice of making facts and ideas stand out from surrounding text. (p. 95) 
faulty predication an error involving the illogical combination of subject and verb. (p. 103)
format a term for the parts of the document and the way they are arranged on a page. (p. 109) 
fused sentence two or more independent clauses erroneously run together without the use of required punctuation or coordinating conjunctions. (p. 101) 
hypothetical question a question that poses a supposition. (p. 92) 
independent clause a clause, containing a subject and complete verb, that functions on its own as an independent grammatical unit. (p. 88) 
misplaced modifier an incorrectly placed descriptive word or phrase that attaches its meaning illogically to another word in a sentence. (p. 102) 
mixed construction the error of substituting an incompatible grammatical structure for one that is correct, resulting in unclear or illogical meaning. (p. 104) 
modifier a word or group of words that describes or gives information about another word in a sentence. (p. 102) 
number a term that refers to whether a word is singular (one) or plural (more than one). (p. 94) 
open question a question with an unlimited number of possible responses. (p. 92) 
paragraph a group of sentences that develops one main idea. (p. 105) 
parallelism the use of the same grammatical forms or matching sentence structures to express equivalent ideas. (p. 94) 
person a term that describes who or what is performing or experiencing an action in terms of the noun or pronoun that is used: first person (I, we), second person (you), and third person (he, she, it, they). (p. 94) 
phrase a group of words containing a subject or verb, which cannot stand on its own as a complete sentence. (p. 88) 
prepositional phrase a phrase beginning with a preposition that sets out a relationship in time or space. (p. 91) 
pronoun reference the relationship between a pronoun and the antecedent to which it refers. (p. 93)
proofreading a process of checking the final copy of a document for errors and inconsistencies. (p. 109) 
sentence fragment a portion of a sentence that is punctuated like a complete sentence but does not deliver full meaning. (p. 101) 
shouting the largely unacceptable practice of typing a message in block letters. (p. 95) 
simple sentence a sentence containing one main or independent clause. (p. 89) 
subject the word or group of words in a sentence that acts or is acted upon. (p. 89) 
transitional expressions words and phrases that show logical, temporal, and spatial relationships and connect ideas to create  coherence. (p. 108)
topic sentence a sentence that summarizes the main idea in a paragraph. (p. 106) 
verb the word or group of words in a sentence that describes an action, occurrence, or state of being. (p. 89) 
verb tense the form of a verb that shows time (past, present, or future). (p. 94)
Chapter 5
attachment an independent computer file sent with a regular e-mail message. (p. 128) 
boldface a thick, black typeface used for emphasis. (p. 117) 
bullets visual cues, usually large round dots or squares, that set off items in a list or emphasize lines. (p. 117) 
chunking the grouping of items of information together to be remembered as a unit. (p. 121) 
complimentary close a formulaic closing, usually a word found after the body of a letter and before the signature. (p. 128) 
distribution list a group of e-mail recipients addressed as a single recipient, allowing a sender to e-mail many users without entering their individual addresses. (p. 126) 
e-mail (electronic mail) messages distributed by a computerized mail service. (p. 117) 
flaming the act of sending out an angry e-mail message in haste without considering the implications of airing such emotions. (p. 125) 
follow-up message provides a record of a meeting—its time, place, purpose, and any agreements that may have been made. (p. 135) 
goodwill message a message that enhances the value of a business beyond its tangible assets by creating a bond of friendship and establishing trust and mutual understanding between the writer and the recipient. (p. 134) 
header a block of text appearing at the top of a document. (p. 117) 
headings visual markers consisting of words or short phrases that indicate the parts of a document and signpost its organization. (p. 117) 
instant messaging (IM) the exchange of messages over the Internet between two or more users who are online simultaneously. (p. 136) 
informative memo a message to which the reader will react neutrally. (p. 130) 
italics sloping letters used for emphasis or to distinguish foreign words. (p. 119) 
list a group of three or more logically related items presented consecutively to form a record or aid to memory. (p. 120) 
memo a specially formatted document that is sent to readers within an organization. (p. 117) 
netiquette the informal code of conduct governing polite, efficient, and effective use of the Internet. (p. 124) 
request memo a message that asks the reader to perform a routine action. (p. 132) 
salutation the greeting in a letter, used to address the person being written to. (p. 127) 
response a message that answers a request or query. (p. 133) 
shouting the practice—often considered rude—of typing e-mail messages in uppercase letters. (p. 127) 
spam an advertising message—electronic junk mail—sent widely and indiscriminately. (p. 125) 
subject line indicates the title, topic, or purpose of a document, used to file and retrieve the document; it tells the readers what is important about the document. (p. 118) 
Chapter 6
adjustment a written response to a complaint that tells the customer what will be done about the complaint in terms of solving the problem, correcting an error, granting a refund, or adjusting the amount due. (p. 149) 
announcement a message that makes something known about a company policy, event, or personnel change. (p. 166) 
attention line an optional letter element identifying the individual, officer, or department to whom or which the letter should be directed. (p. 173) 
claim a demand or request for something—often a replacement or a refund—that is considered one’s due. (p. 149) 
claim adjustment a response to a claim letter telling the customer what your company intends to do to correct the problem. (p. 159) 
complimentary close the word of formal closing (often “Sincerely”) after the body of the letter and before the signature. (p. 174) 
continuation page heading identifies the second and succeeding pages of a letter with a heading that includes the name of the addressee, the date, and the page number. (p. 175) 
copy notation indicates that copies of a letter have been sent to individuals other than the addressee. (p. 175) 
cover or transmittal letter an informative letter that accompanies materials sent from one person to another explaining why those materials are being sent. (p. 167) 
dateline identifies the date on which a message is written. (p. 172) 
delivery/confidential notation an optional letter element identifying how a message is transmitted and who is authorized to open and read it. (p. 172) 
direct-approach message a message that presents the main point in the first paragraph. (p. 144) 
enclosure notation indicates the enclosed or attached material that accompanies a document. (p. 175) 
full-block letter style a letter format in which all elements are aligned at the left margin. (p. 171) 
goodwill message a message that enhances the value of a business beyond its tangible assets by creating a bond of friendship and establishing trust and mutual understanding between the writer and the recipient. (p. 161) 
identification initials indicate the writer (capital letters) and typist (lowercase letters) of a message. (p. 175) 
informative letters messages that provide important/relevant information and to which the reader will react neutrally. (p. 166) 
inquiry a message that asks for or seeks information. (An inquiry or information response is a message that supplies information). (p. 153) 
inside address a standard letter element supplying the name and full address of the recipient. (p. 172) 
letterhead a printed heading on company stationery, containing the address of an organization or individual but not the individual’s name. (p. 172) 
letter of congratulations a message conveying pleasure at someone’s happiness or good wishes on someone’s accomplishment. (p. 164) 
letter of sympathy (or letter of condolence) a message expressing sadness at someone’s bereavement and offering words of comfort. (p. 165) 
modified-block letter style a letter format in which the return address, dateline, complimentary close, and signature block are aligned just to the right of centre page and all other elements are aligned at the left margin. (p. 171) 
order acknowledgement an informative letter that confirms the details of a merchandise purchase and shipment. (p. 155)
order request a request for merchandise that includes a purchase authorization and shipping instructions. (p. 146) 
personalized form letter a letter in which the identical message is sent to more than one person; it is adapted to the individual reader with the inclusion of the reader’s name, address, and perhaps other information, all of which may be stored in a database and merged with the form letter. (p. 155) 
ragged right margins unjustified margins that end unevenly on the right side of the page. (p. 170) 
reference line an optional letter element identifying a file or policy number. (p. 173) 
request memo a message that asks the reader to perform a routine action. (p. 145) 
response a message that answers a request or a query. (p. 152) 
salutation a letter greeting identifying the individual for whom the letter is intended, including the recipient’s personal title and surname (e.g., “Dear Ms. Gill”). (p. 173) 
simplified letter style a letter format in which the salutation is replaced by a subject line and the complimentary close—except for the writer’s name and signature—is omitted. (p. 171) 
signature block includes the writer’s name, title, and organization in a neatly formatted arrangement. (p. 175) 
subject line a line that identifies the content or focus of a message. (p. 174) 
thank-you letter (or letter of appreciation) a message thanking someone for helping you, extending hospitality to you, or doing business with your company. (p. 162) 
Chapter 7
buffer a meaningful, neutral statement that cushions the shock of bad news. (p. 192) 
goodwill closing draws attention away from the message to a positive and continuing relationship with the reader. (p. 195) 
indirect writing plan a method of organizing a document so that the main message is delayed and presented toward the end. (p. 192) 
negative message a message that communicates negative information that may upset or disappoint the reader. (p. 187) 
Chapter 8
appeal an attempt to persuade. (p. 220) 
collection letters a series of increasingly persuasive appeals to a customer asking for payment for goods and services already received. (p. 230) 
demand letter makes a firm and unequivocal request for immediate payment that attempts to persuade the debtor to pay the bill within a stated time by raising the possibility of legal action. (p. 232) 
inquiry letter a letter that attempts to determine the circumstances that are preventing payment and asks for payment. (p. 230) 
logical fallacy an error in logic that weakens a persuasive argument—for example, a personal attack, a mistaken assumption that one event causes another, or a reliance on testimony of someone who isn’t an expert. (p. 220) 
Maslow’s hierarchy of needs a specific order of needs identified by Abraham Maslow—physical needs, the need for safety, social needs, the need of self-esteem, and the need for self-actualization—all of which motivate humans. (p. 218) 
persuasion the process of gradually influencing attitudes and behaviours and motivating the audience to act. (p. 218) 
reminder letter informs a customer in a friendly way that a payment has not been received and emphasizing the customer’s good credit until now. (p. 230) 
sales letter a letter that promotes a product, service, or business and seeks prospective customers or additional sales. (p. 234) 
Chapter 9
logical fallacy an error in logic that weakens a persuasive argument—for example, a personal attack, a mistaken assumption that one event causes another, or a reliance on testimony of someone who isn’t an expert. (p. 220) 
Maslow’s hierarchy of needs a specific order of needs identified by Abraham Maslow—physical needs, the need for safety, social needs, the need of self-esteem, and the need for self-actualization—all of which motivate humans. (p. 218) 
persuasion the process of gradually influencing attitudes and behaviours and motivating the audience to act. (p. 218) 
reminder letter informs a customer in a friendly way that a payment has not been received and emphasizing the customer’s good credit until now. (p. 230) 
sales letter a letter that promotes a product, service, or business and seeks prospective customers or additional sales. (p. 234) 
resumé a persuasive written document in which a job applicant summarizes her qualifications and relates her education, work experience, and personal accomplishments to the needs of a prospective employer. (p. 251) 
scannable resumé a paper or electronic resumé that is prepared for scanning through uncluttered formatting and inclusion of a keywords section. (p. 262) 
unsolicited application letter (or job-prospecting letter) an employment letter written when the applicant does not know that a company is hiring. (p. 270) 
Chapter 10
alphanumeric outline an outlining system that combines numbers and letters to differentiate levels of headings. (p. 297) 
analytical report (or recommendation report) a report that interprets and analyzes information and offers recommendations based on findings. (p. 291) 
bar chart a visual consisting of parallel horizontal or vertical bars of varying lengths, each representing a specific item for comparison. (p. 302) 
business report a document in which factual information is compiled and organized for a specific purpose and audience. (p. 288) 
conclusions and recommendations the closing section of an analytical or recommendation report in which specific actions are proposed to solve a problem or aid decision-making. (p. 299) 
decimal outline (or numeric outline) an outlining system that uses a combination of numbers and decimal points to differentiate levels of headings. (p. 297) 
descriptive head (or talking head) a heading that describes the actual content of a report and provides more information about it. (p. 294) 
deviation bar chart a specific type of bar chart that shows positive and negative values. (p. 304) 
feasibility report an analytical report that evaluates whether a project or alternative is advisable and practical. (p. 313) 
findings the most substantial part of a report, in which qualitative and numeric data is presented and organized by time, convention, order of importance, or component. (p. 298)
flow chart a diagram that maps out procedures, processes, or sequences of movement. (p. 309) 
formal report a business document of ten or more pages based on extensive research and following a prescribed format or pattern that includes elements such as a title page, transmittal or covering letter, table of contents, and abstract. (p. 289) 
functional heading each of a series of generic headings that, when taken together, show a report in outline. (p. 294)
Gantt chart a bar chart that is used to show a schedule. (p. 308) 
grouped line graph a line graph that makes comparisons between two or more items. (p. 307)
heading a title or subtitle, usually a word or short phrase, within the body of a document that identifies its parts and gives clues to its organization. (p. 293)
incident report a short report that documents problems and unexpected occurrences that affect a company’s day-to-day operations. (p. 312)
informal report a report using a letter or memo format, usually running from a few paragraphs to ten pages in length. (p. 289) 
informational report a short report that collects data related to a routine activity without offering analysis or recommending action; it is organized in three parts: introduction, findings, and summary/conclusion. (p. 291) 
introduction the first section in the body of a report, which provides readers with the information they need in order to understand and evaluate the report itself; it must include either the report’s purpose or a statement of the problem the report addresses. (p. 298) 
investigative report a report written in response to a request for information about a specific problem or situation. (p. 312) 
justification report an analytical report that justifies the need for a purchase, investment, policy change, or hiring. (p. 313)
letter report a short, external report presented in letter format. (p. 292) 
line graph a visual that uses lines on a grid to show trends according to the relationship between two variables or sets of numbers. (p. 307) 
matrix a word table containing qualitative information rather than numerical data. (p. 301) 
memorandum report a short, internal report presented in memo format. (p. 291)
one-time report a report that presents the results of a special or long-term project. (p. 291)
organizational chart a diagram that shows how various levels or sectors of an organization are related to one another. (p. 309) 
periodic report an informational report that is filed at regular intervals. (p. 291)
picture graph a visual that uses pictorial symbols to represent particular items. (p. 306) 
pie chart a circular diagram presenting data as wedge-shaped segments showing proportions or percentages of the whole. (p. 302)
progress and activity report a short report that provides information on the status of a project, including current work, work done during the time since the previous report, and work to be completed in the next period. (p. 320) 
proposal a document presenting plans and ideas for consideration and acceptance by the reader. (p. 314) 
recommendation report an analytical report that recommends action, often in response to a specific problem. (p. 313) 
segmented bar chart (or divided bar chart) a visual consisting of a single bar divided according to the different portions that make up an item as a whole. (p. 303) 
summary the closing or second-last section of a report that briefly restates its main points. (p. 299) 
table a chart that presents data, usually numerical, in a compact and systematic arrangement of rows and columns. (p. 300)
trip report (or conference report) a short report that summarizes the events of a business trip or conference. (p. 314) 
visual aids (including charts, graphs, tables, and illustrations) materials that present information in visually appealing ways to show trends and relationships, represent numbers and quantities, and make abstract concepts concrete. (p. 299)
Chapter 11
American Psychological Association (APA) style a documentation system used by writers in the social and physical sciences. (p. 381) 
appendix a section of the back matter of a proposal or formal report where specialized supplemental materials are archived. (p. 362) 
back matter the parts containing supplemental information that may follow the main body of a proposal or report. (p. 361) 
conclusions the section of a report that restates the main points. (p. 380) 
executive summary (or abstract) a synopsis of the body of a proposal or report specifying its highlights and recommendations. (p. 361) 
external proposal a proposal issued to governmental or private industry clients outside an organization as a means of generating income. (p. 359) 
formal report an account of a major project written according to a prescribed structure defined by formal elements such as a title page, letter of transmittal, table of contents, and executive summary or abstract. (p. 370) 
front matter the parts of a proposal or report that are included before the main body. (p. 361) 
internal proposal a persuasive document that attempts to convince management to spend money or implement plans to change or improve the organization. (p. 359) 
list of tables/figures/ illustrations a front-matter list of the titles and page numbers for tables and figures included in a document. (p. 362) 
Modern Language Association (MLA) style a documentation system used by writers in the humanities. (p. 381) 
parenthetical in-text citations notations set within parentheses that identify sources of quotations or ideas that are cited in the body of the report. (p. 381) 
proposal a business document that suggests a method for solving a problem or seeks approval for a plan. (p. 359) 
recommendations a section of a report that outlines specific actions to be taken. (p. 380) 
references a section of the back matter of a proposal or formal report that lists the source material that has been cited in the text. (p. 362) 
references or works cited an alphabetically arranged list that identifies sources referred to in a report. (p. 381) 
request for proposals (RFP) a detailed document requesting proposals and bids on specific projects. (p. 359) 
table of contents (TOC) a front-matter list of the first- and second-level headings that appear in a proposal or formal report, all of which constitute an overview of the material to follow. (p. 362) 
team writing the practice of multiple writers working together to produce a single document. (p. 374) 
title page a front-matter page of a proposal or formal report that includes the title of the document, the names of the intended recipient and the author, and the date of submission. (p. 362)
work plan a document that defines the approach, personnel responsibilities, resource needs, and scheduling for a major project. (p. 373) 
Chapter 12
active listening listening that demands close attention to the literal and emotional meaning of a message and a level of responsiveness that shows the speaker of the message was both heard and understood. (p. 430) 
agenda a document that establishes the purpose and goals of a meeting and outlines what the meeting will address, thereby helping to focus the group. (p. 428) 
extemporaneous speaking a method of delivery in which the speaker relies on notes rather than manuscript memorization. (p. 419) 
external meeting a formal meeting that involves outsiders in addition to company personnel. (p. 426) 
flip chart a large stand-mounted writing pad with bound pages that can be turned over the top. (p. 413) 
formal meeting a scheduled meeting that operates according to a pre-set agenda under guided leadership for the purposes of achieving specific goals. (p. 426) 
groupthink the practice of thinking or making decisions as a group, whereby conformity is rewarded and dissent punished; the result of groupthink is often poor decision-making. (p. 430) 
groupware software designed to facilitate group work by a number of different users. (p. 431) 
impromptu speaking a delivery method in which the speaker makes remarks without the aid of prepared notes. (p. 418) 
informal meeting a small, sometimes unscheduled meeting that may operate without strict rules. (p. 426) 
internal meeting a formal meeting that involves only personnel from within an organization. (p. 426) 
meeting minutes a written record of what occurred at a meeting, who attended it, and when and where it was convened. (p. 431) 
non-verbal communication a form of communication that does not use words, only media such as gestures, eye contact, and tone of voice. (p. 407) 
oral presentation an informative or persuasive speech delivered using only notes and visual aids to guide the speaker’s performance. (p. 407) 
overhead projector a device that projects the enlarged image of a transparency onto a screen. (p. 413) 
PowerPoint presentation software offering standard templates and other features that aid in the design of integrated text and effective visuals. (p. 416) 
sound bite a short, quotable extract from a recorded interview that is edited into a news broadcast. (p. 435) 
special-occasion presentation a speech made in appreciation, in acceptance of an award, in commemoration of an event, or by way of introduction. (p. 424) 
template a stored pattern for a document from which new documents can be made. (p. 416) 
visual aids typically charts, graphs, and tables used to present data in clearly understandable and appealing ways. (p. 412) 
web-conferencing synchronous web-supported communication allowing for real-time transmission of sound and images to other locations. (p. 431)
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Answers

1. Plain style principles: use common, everyday words, except for necessary
technical terms; use reasonable sentence lengths; use active-voice verbs and
phrasal verbs; use personal pronouns: /, you, and we; use unambiguous
language, place the subject as close as possible to the verb. (p. 59)

2. Phrase (b) (As long as all receipts are provided and purchases are recorded, you
will be reimbursed for expenses) represents clear writing. (p. 58-59)

3. Ways of improving your writing style include replacing clichés and retiring
outdated expressions, eliminating slang, and avoiding instant messaging
abbreviations and emoticons. (p. 62-63)

4. The sentence ‘Our salesman will be in touch shortly with a deal you can't resist’
is exclusionary, vague, and boastful. (p. 64)

5. Ways to achieve conciseness: eliminate long lead-ins, revise noun conversions,
eliminate redundancies, eliminate or revise empty words and phrases; use
strong, precise, accurate verbs; revise prepositional phrases; eliminate fillers,
shorten multiple that/which/who clauses; and combine shorter sentences, reduce
clauses and phrases. (p. 71-72).

6. Tone is important in business writing because it conveys your attitude toward the
reader and the subject matter. (p. 73)

7. Itis important to stress reader benefits so that readers can see how the
information concerns them and how they stand to benefit from it. (p. 76)

8. Three aspects of inclusive language: don't make discriminatory comments, use
only gender-neutral job titles and salutations, and use masculine pronouns
reasonably. (p. 78-79)
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Review Questions

1. Name three ways to improve sentence variety and length.
2. Which of the following sentences is written in parallel form?

a. We have ordered nails, packing tape, and we got paper.

b. We ordered nails, we got packing tape, and paper.

c. We ordered nails, packing tape, and paper.
3. List some ways that you can emphasize points in a written message.
4. How can the following paragraph be improved? List three things.

The company is currently undergoing a substantial transformation. We are
unsure at the present time whether people wil all retain their positions some
people may be offered an early retirement package. At this point, the decision will
be made at some time in the future.

5. Identify one situation in which you would use active voice, and one situation in
which you would use passive voice.

6. How can the following sentence be corrected?
He ran in the marathon. Despite the fact that he had an injured knee.
7. What is wrong with the following sentence?
The cat sat beside me drinking coffee.
8. List three potential problems to check for when proofreading.
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Answers

1. Three ways to improve sentence variety and length: vary the rhythm by
alternating short and long sentences, tumn a clause into a prepositional phrase,
convert a sentence defining or describing something into a phrase or clause. ( p.

91-92)
2. Sentence (c) (We ordered pails, packing tape, and paper) is written in parallel
form. (p. 94-95)

3. Some ways of emphasizing points in a written message are to: (p. 95-98)
a. use eye-catching mechanical devices
b. use punctuation
c. use formatting
d. use style, such as short, emphatic sentences.

4. Three ways of improving the paragraph are to correct the spelling, fix the run-on
sentence, and eliminate the vague passive voice. (p. 111, 101, 99-100)

5. Situations where active voice is appropriate: to state good and neutral news
clearly and directly, or to emphasize the doer of an action. Situations where
passive voice is appropriate: to conceal the doer of an action when that
information is unimportant, unknown, or harmful; to de-emphasize negative
news; to show tact and sensitivity; to reduce intrusive first-person pronouns; and
to maintain consistency or avoid awkward shits in focus. (p. 99-100)

6. The sentence He ran in the marathon. Despite the fact that he had an injured
knee can be corrected by linking the fragment to the sentence: He ran in the
marathon despite the fact he had an injured knee. (p. 101)

7. The sentence The cat sat beside me drinking coffee has a modifier error, making
it sound as though the cat were drinking the coffee. (p. 102-103)

8. Problems to check for when proofreading: accuracy of names, facts, and figures;

appropriateness of format; correctness of grammar; spelling; and punctuation (p.
109-110)
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Review Questions

. Name three traits shared by e-mails and hard-copy memos.

Why is it important to apply the principles of chunking when formatting lists for
memos and e-mail?

How can netiquette be used to avoid flaming?
Discuss two strategies for reading and processing incoming messages.
The follow message is an example of

ADAM,

'WHY DID YOU CHANGE THE FORMATTING OF OUR GROUP REPORT
BEFORE YOU HANDED IT IN? WE DON'T LIKE THE WAY IT LOOKS.

List three things to keep in mind when replying to e-mail.

. What is a goodwill message?

What are the four guidelines that apply to both e-mail and instant messaging
(IM)?
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Answers

1. Three traits shared by e-mails and hard-copy memos: single topic focus; brevity:
and two-part structure: header and message. (p. 117)

2. Itis important to apply the principles of chunking when formatting lists for memos
and e-mail because the average person’s short-term memory can store seven
pieces of data plus or minus two, depending on the complexity of the data.
Ideally, a list should be brief and kept to a maximum of seven or eight items. Any
more than that is hard to remember! (p. 121-122)

3. Knowing your netiquette (the informal code of conduct governing polite, efficient,
and effective use of the interet) will help you realize that flaming (sending an
email when you are angry) can have serious consequences. (p. 124-125)

4. Strategies for reading and processing incoming messages include: scheduling
time for reading and writing e-mail (be systematic, check for messages regularly,
open newest email first if you have been away); doing regular inbox clean-ups
(file or archive emails, delete messages, update your email address book);
scanning the entire list of new messages in your inbox (read messages before
writing follow-up messages); using filtering options and anti-spam software; and
capturing your e-mail in a recognizable records system. (p. 126)

5. The email message is an example of shouting, “the practice—often considered
rude—of typing e-mail messages in upper-case letters.” (p. 127)

6. Things to keep in mind when replying to email: try to reply as soon as possible;
modify your distribution lst, don't automatically include the sender's original
message with your reply; avoid indiscriminately forwarding e-mails; don't be
impatient for a reply; make provision for your absences from the office; and
protect and respect authorship. (p. 128-129)

7. A goodwill message is “a message that enhances the value of a business
beyond its tangible assets by creating a bond of friendship and establishing trust
and mutual understanding between the writer and recipient.” (p. 134)

8. Four guidelines that apply to both e-mail and IM: limit the use of abbreviations;
use a natural mix of upper- and lowercase; keep conversations to a few people at
a time; set status flags to “away” or “busy” if you don't wish to be engaged. (p.
136)
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Review Questions

1.
2.
3.
4.
5.
6.
7.
8.

What is a direct-approach message?

What are three key elements of an order request?

List the three elements of effective goodwill messages.

What type of goodwill message would you write if your colleague got promoted?
What is a signature block?

After the salutation, what punctuation is used in a business letter?

What is the inside address, and what is included in this?

Look at the following claim letter and discuss how it can be improved:

123 Sprint Avenue,
London, ON NBA 4C4

June 17, 2006

Customer Service Department

Happy-Go-Lucky Corp.

58 Tumer Street

Vancouver, BC V6B 3P7

To Whom it May Concern:

Last month | ordered 6 of your Teflon-coated fryers for my home. My kids really
love French fries, and so do my brothers and their families. It is a family tradition
to have fries every Saturday night. It started with my grandfather, who has past
away and is no longer with us.

Well, | got your package yesterday and opened it only to find | am missing a fryer
and | got a waffle iron instead. How do you cook French fries with that | ask you!

Please rectify this immediately.
Sincerely,
Rachel Good

Rachel Good,
Angry Customer
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Answers

1. A direct-approach message is a message that presents the main point in the first
paragraph. (p. 144)

2. Three key elements of an order request: authorize the purchase and specify the
preferred method of shipment; itemize requested merchandise, using a list
format; close with special instructions and thanks. (p. 149)

3. Effective goodwill messages should be: personal, prompt, as well as
spontaneous, short, and sincere. (p. 161-162)

4. If your colleague got promoted, you could write a letter of congratulations.

5. The inside address identifies the person and/or company to whom the letter is
being sent. It includes the full name of the person receiving the letter, the
person's professional title, the company name, the street address, and the city,
provincial abbreviation, and postal code. (p. 172-173)

6. In a business letter, you should use a colon after the salutation. (p. 174)

7. Asignature block is room for your signature (after the complimentary close), your
name (typed), and your title. (p. 175)
8. The claim letter has the following problems that should be corrected:
« The tone is offensive.
« There is no addressee.
« It takes too long to get to the point.
« Itincludes too much unnecessary information.
« It s to state what needs to be fixed.
« There is no indication of what will happen to extra merchandise.
« It omits important contact information, such as phone number or e-mail
address.
« There is no need for adding “angry customer” at the end.

(For more information about claim letters, please refer to p. 149-151)
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Review Questions

. List the three types of subject lines used in bad news messages, and explain
when to use them.

When should you use a direct writing plan for bad news message?
When should you use an indirect writing plan for bad news messages?
Why should the buffer not be too upbeat and irrelevant?
Why is the use of passive voice appropriate sometimes?

Should you end bad news messages with contact information and an invitation
to discuss the matter further?

7. Should you apologize in a bad news letter?
8. When refusing claims, what should you begin with?

9. How should you open a letter turing down  job applicant?
10. How should you end a letter declining an invitation?

oo s e N




image14.png
Answers

1. The three types of subject lines are

a) positive, to highlight solutions in problem-oriented messages and persuade
readers of benefits of potentially unpopular policies or changes;

b) neutral, to signal the topic but without referring to the bad news; and

©) negative, to command attention for serious internal problems and issues that
might otherwise be ignored.

Positive subject lines can be used to announce an increase in monthly deductions
for employee benefits; neutral subject lines can be used in routine memos to peers
and subordinates; and negative subject lines sometimes are used in brief e-mails
alerting readers to situations for which the readers are not at fault (p. 189)

2. Direct writing plans should be used for bad news messages in the following
situations: when you know the reader well enough to understand her preference for
directness; when the bad news is expected; when critical information might
otherwise escape notice; when the bad news is not serious to the reader; when itis
company practice; or when you want to end a business relationship. (p. 189-190)

3. Indirect writing plans should be used in the following situations: when you don't know
the reader well, when the bad news isn't anticipated by the reader; or when you
anticipate a strong negative reaction from the reader. (p.191)

4. An upbeat or irrelevant buffer sends the wrong message: the reader may believe
that good news is coming. (p. 192)

5. The use of passive voice allows you to describe an action without identifying who
performed it (and possibly assigning blame). Facts, not the people who performed
actions, stand out with this construction. (p. 194)
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6. Bad news messages should include contact information only if you want to invite
further contact. However, if further correspondence is unnecessary, do not invite it.
(p- 195)

7. As long as the apology does not admit fault or liability, a well-worded apology can
show you care, so apologies can be used, but carefully. However, do not apologize
for minor errors or any serious trouble or inconvenience which you or the company is
responsible for. (p. 197-198)

8. When refusing a claim, you should begin with a statement of appreciation, common
ground, or understanding. (p. 199)

9. Open the letter by cushioning the refusal. Thank the applicant for applying or include
a general comment on the overall standard of the applications. The opening should
never mislead the applicant into thinking she got the job. (p.206)

10. End by renewing goodwill. Close on a friendly note with good wishes for success or
a forward-looking remark. (p. 209)
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Review Questions
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. Why is it important to understand what motivates your reader when writing a

persuasive message?

Why is a logical appeal often effective for business people?
What should you end a favour or action request with?

How can you effectively minimize resistance to your requests?

When sending a claim letter, how can you convince the reader that you have a
valid claim?

What are the three types of collection letters?

. For a sales message, what should the opening do?

What are the four elements of a fundraising letter?
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Answers

1. By anticipating what motivates your reader and appealing to this, the chances of
achieving success are higher. (p. 218)

2. An appeal to reason s often effective because people in business are able to
justify a decision based on facts, expert opinions, statistics, examples, etc. (p.
220)

3. End a favour or action request with a reminder that you are looking forward to a
response. Make sure you include contact information. (p. 222)

4. By anticipating the reader’s reaction to your request, and acknowledging his or
her opinion, you are showing that you understand the reader's position. This
often helps minimize resistance. (p. 223-225)

5. When sending a claim letter, you need to describe the problem in a calm manner
and provide documentation showing what you have done to solve the problem up
until now. Also, explain what has happened and when. Supply as many relevant
details as possible (such as part numbers or product codes) so that the reader
clearly understands your problem. (p. 229-230)

6. Three types of collection letters: Stage 1 — reminder letter, Stage 2 — inquiry
letter, and Stage 3 — demand letter. (p. 230-233)

7. An effective opening for a sales message should gain the reader’s attention or
interest with a strong lead in to the rest of the message. (p. 235)

8. Four elements of a fundraising letter: identify an important problem; show that the
problem is solvable; explain what your organization s doing to solve the problem;
and ask for a donation. (p. 241-242)
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Review Questions

. What should you include on your resumé?

What type of resumé is considered standard?

What are some keywords that should be used in a scannable resumé? Why
are these words important to include?

What is the difference between a solicited and un:
letter?

When preparing for a job interview, why should you try to find out about the
company?

‘What should you bring with you to the interview?

ited application

. Why is a follow-up letter important?

What should you do before adding a reference to your reference list?
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Answers

1. On your resumé you should include contact information (name, address, phone
number, e-mail address), education, and experience, and possibly any of the
following: your objective or career profile, summary of qualifications, skills and
capabilities, awards and activities, and references. (p. 253)

2. Achronological resumé is considered standard and has been popular with
employers and recruiters for a long time. (p. 257)

3. Some key words to include on a scannable resumé are: accurate, efficient,
planning ability, active, experienced, positive, adaptable, flexible, problem-
solving, communication skills, innovative, productive, creative, leadership,
results-oriented, customer-oriented, motivated, takes initiative, detail-oriented,
organizational skills, and willing to travel. They are important to include because
applicants with the highest percentage of matches have a better chance of being
interviewed as they are seen as good candidates. (p. 262)

4. Bring an extra copy of your resumé and a reference list. (p. 275)

5. A solicited letter is written when you know a company is hiring and you are
responding to an advertisement. An unsolicited letter is written when you don't
know if the company is hiring, but you are trying to find a job. (p. 267-270)

6. By knowing about the company, you can prepare relevant questions to ask the
interviewer. This helps show that you are informed. (p. 274)

7. Afollow-up letter shows that you are interested in the position and the company,
it can recap your selling points, and it can demonstrate your manners and
knowledge of business etiquette. (p. 276)

8. Be sure to ask for permission before you list anyone as a reference. (p. 277)
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Review Questions
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What are some differences between an informal report and a formal report?
When should an author use the indirect approach when writing a report?

Why should you use headings in a report?

What are the three major steps in the writing process?

List the different visual aids/graphics that you can use to enhance your report.
Give examples of commonly used short reports.

What is the key difference between an informational report and an analytical
report?
What is a feasibility report?
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Answers

1. The following are some differences between informal and formal reports: (p. 289—
290)

« Usually internal

« Has fewer headings and is less structured
- Visual aids are used infrequently

Informal reports Formal Reports
«Memo or letter format « Include front and back

« Informal wording, use of contractions matter

« Usually from a few paragraphs in length up to  » Written in formal standard
10 pages English

- From 5-6 pages in length to
afew hundred

- Usually external

« Have more headings and
are more structured

- Visual aids are used
frequently

2. The indirect approach should be used when the audience needs to be persuaded

to accept the findings of the report. (p. 293)

3. Headings help the reader navigate the report and help organize information into

easily understood chunks. (p. 293)

4. The three major steps in the writing process are: planning, researching/analyzing
data and information, and composing and revising. (p. 295)

5. Reports can be enhanced by using the following visual aids/graphics: table,
matrix, pie chart, bar chart, line graph, flow chart, and organizational chart. (p.

311)
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6. The following are some commonly used short reports: (p. 313-314)
« periodic reports
- situational reports
«incident reports
« investigative reports
- compliance reports
« recommendation reports
« justification reports
« feasibility reports
- summaries
« to-file reports

© Oxford University Press Canada 2010

'COMMUNICATING FOR RESULTS: A Canadian Student's Guide, Second Edition

« proposals

7. The key difference between an informational report and analytical report is that
the purpose of informational reports is to collect data and present it clearly and
directly, without analysis, conclusions, or persuasion. In contrast, the purpose of
an analytical report is to pass on information with the intent of persuading
readers to follow a specific course of action or recommendation that is supported
by the reasoning of the report's finding and conclusions. (p. 333)

8. Afeasibility report is an analytical report that evaluates whether a project or
alternative is advisable and practical. (p. 313)
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Review Questions
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Why would you write a proposal?

Identify the elements of informal proposals.

Identify the elements of formal proposals.

What s the difference between primary and secondary research?

Identify the elements of a formal report.

What are six things to keep in mind when preparing to write formal reports?
What is the difference between a Works Cited page and a References page?
What is an appendix?
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Answers

1. A proposal s writien in response to a request for a proposal, or itis written to
convince the reader that there is a problem that needs to be fixed or a change
that needs to be implemented. (p. 359)

2. Elements of informal proposals: introduction; background; proposal, method,
schedule; costs, budget; staffing, qualifications; benefits; and request for
authorization. (p. 360)

3. Elements of formal proposals: cover letter, letter of transmittal; executive
summary or abstract; ttle page; table of contents; list of
tables/figuresfillustrations; introduction; appendix; and references. (p. 360)

4. Primary research depends on first-hand sources where you conduct research
yourself and generate the data you need (conduct interviews, carry out surveys,
make observations). Secondary research involves the retrieval of existing
information based on what others have observed and experienced (library or
online search). (p. 368)

5. Six things to keep in mind when preparing to write formal reports: purpose,
content, audience, status, length, and formality. (p. 371)

6. Elements of a formal report: Front Matter (Cover, Title Page, Letter of
Transmittal, Table of Contents, List of Figures, Executive Summary); Body of the
Report (Introduction, Discussion of Findings, Conclusions, Recommendations);
and Back Matter (Appendices, References or Works Cited, Glossary). (p. 377)

7. AWorks Cited page is used for MLA format, and References is used for APA
format. Both contain biographical information about secondary sources used in a
document, but the formatting s slightly different. (p. 381)

8. An appendix is optional material at the end of the report, containing specialized
information that clarifies and supplements the information in the body of the
report. (p. 384)
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Review Questions

What are some factors that will influence what you will discuss in a presentation?
What are three different ways to structure a presentation?

How can you introduce your topic?

What are some guidelines for using visuals in a presentation?

What are the four most common ways of delivering a speech to a group?

Why should you arrive ahead of time when you are presenting?

If you are presenting as a team, why is prior preparation important?

Why is an agenda important for meetings?

© e Ne s N

What is groupware?

10.When dealing with the media, why is it important to decide what to say ahead of
time?




image26.png
Answers

1. Some factors that affect what you will include in a presentation are who the
audience is and what the speaking situation is. (p. 408)

2. Three different ways to structure a presentation are logical, narrative, and formal.
(p. 409-410)

3. You can introduce the topic in a presentation with an unexpected statistic or fact,
by asking a question that raises an issue you will address, by display a key visual
or performing a demonstration, or by telling a joke that is fresh, appropriate, and
relevant. (p. 410)

4. Use visuals as an aid, not the main focus of a presentation. Make visuals
consistent in size, font, contrast, and spacing. Proofread for accuracy and
consistency. Give each aid a title. Test equipment before using it. Put visuals up
only when you are ready to discuss them, and then comment on them and take
them down when you don't need them anymore. (p 412)

5. Four most common ways of delivering a speech to a group: the manuscript
method, memorization, impromptu speaking, and the extemporaneous method.
(p. 418-419)

6. Arrive ahead of time so that you can familiarize yourself with the room and can
decide where to stand so that you will be visible to all. (p. 420)

7. Itis important to prepare so that the presentation is smooth and coordinated,
topics are not repeated or missed, and the information given is consistent. (p.
423)

8. An agenda is a tool for focusing the group. It sets the order of business for the
meeting and allocates time for each item. (p. 428)

9. Groupware is software designed to facilitate group work by a number of different
users. (p. 431)

10.You may have to stand behind what you say, and you also represent the
company, S0 you want to make sure what you say is true and accurate, but does
not divulge information that is private. (p. 435)
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Review Questions

1. List three elements of the changing workplace.

2. What is meant by ‘non-verbal communication?

3. Whatis a channel?

4. Name a communication barrier.

5. List four barriers to effective communication.

6. What s the difference between internal and external communication?

7. What are the characteristics of active listening?

8. List three possible types of information flow in an organization.

9. What are business ethics?

10.What is the main difference between high context and low context cultures?
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Answers

1. Elements of the changing workplace include: the knowledge economy, flatter
organizations, business on a global scale, more diverse employee base, team
work environments, advancing communication technologies, connectivity through
Web 2.0 technologies, and 3D virtual worlds.  (p. 5)

2. Non-verbal communication is communication that does not use words but
takes place through gestures, eye contact, and facial expressions. (p. 12)

3. A channel is a communication pathway or medium over which the message
travels. (p. 9)

4. Noise is an example of a communication barrier. (p. 10)

5. Some barriers to effective communication are channel overload, information
overload, emotional interference, semantic interference, physical and technical
interference, mixed messages and channel barriers, and environmental
interference. (p. 10-11)

6. Internal communication goes through the channels of an organization; external
communication involves audience members who are not part of the writer's
organization. (p. 16-17)

7. In active listening, the listener pays close attention to the literal and emotional
meaning of the message and responds in a way that tells the speaker that the
message was heard and understood. (p. 17)

8. Three types of information flow in an organization are upwards, downward, and
horizontal. (p. 18-19)

9. Business ethics are the socially accepted moral principles and rules of business
conduct. (p. 19)

10.In a high-context culture, communication relies heavily on non-verbal,
contextual, and shared cultural meanings; they do not say No, and meaning
depends on how something is said; social standing is important. In a low-
context culture, meaning depends on what is said, not the context; No is said
directly, and individualism and self-assertion are valued. (p. 24)
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Review Questions

. List the four major steps in the writing process.

What are some things you need to consider before choosing a medium or
channel for message transmission?

Identify three ways to generate content.

»

What are the four methods for organizing and outlining material?

Why do you need to consider your audience when writing a message?
What is writer’s block and how can you overcome it?

How can you effectively revise your message?

If you are writing in a group, how can you write effectively?

N oo s w
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Answers

1. Four major steps in the writing process: prewriting, organizing and outlining,
drafting, and revising and editing. (p. 37)

2. Some things you need to consider before choosing a medium or channel for
message transmission are accuracy, speed, cost, detail, importance, privacy; see
pages 4142 of the text for the full list.

3. Three ways to generate content: brainstorming, mapping or clustering, and
asking questions. (p. 42-44)

4. The four methods for organizing and outlining material are: the sequential
method of development, the chronological method of development, the general to
specific method of development, and the cause-an-effect method of
development. (p, 45)

5. Itis important to consider your audience when writing a message so that you
include appropriate details and adapt the message accordingly. (p. 39-41)

6. Writer’s block is a temporary inability to express one's thoughts because of a
lack of inspiration. Ways of overcoming writer's block are listed on page 4748 of
the text, and include starting early and freewriting.

7. Some effective ways of revising a message include using a paper copy; reducing
your reading speed; looking at the document as the reader, not the writer;
reading your draft aloud and reading it repeatedly; and using grammar checkers.
(p- 49)

8. If you are writing in a group, you can write effectively by listening, by having a
team leader, by planning on what needs to be written and who will write it, and by
agreeing on a writing style. (p. 52)
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. Identify three plain style principles.

Which of the following phrases represents clear writing?

a. The company would be happy to reimburse you for any out-of-pocket
expenses, providing proper documentation is available upon submission of
said documents.

b. As long as all receipts are provided and purchases are recorded, you will be
reimbursed for expenses.

€. Hand in your receipts so you can get your money.
How can you improve your writing style?

What is wrong with the following sentence?

. Our salesman will be in touch shortly with a deal you can't resist.
Name three ways to achieve conciseness.

Why is tone important in business writing?

Why is it important to stress reader benefits?

What are three aspects of inclusive language?




