BU208 Final (20%) @A.C  70-85 MC, 3 SA + 1 Comprehensive Q 

Week 8

RESUMES
· Talk about how you did role rather than saying

Styles: 
· Chronological
· Competency
· Hybrid 

Sun Life Order:
· Skills Summary
· Education
· Work Experience
· Leadership Experience
· Other Involvements and Interests 

COVER LETTERS
· Solicited (specific)
· Unsolicited (w/out posting) 
· Broadcast (sent to everyone) 

· Start w/ how you found it 
· Connect skills/experience in role w/ skills I have 
· You-Attitude  
· Add signature 

KINDS OF INTERVIEWS: 
· Behavioural - describe time when…
· Situational – fix problem at hand
· Panel - more than 1 interviewer 

BEHAVIOURAL QUESTIONS - STAR Method 
· Situation (set context)
· Task (what was required of you) 
· Activity (what you actually did) 
· Result (how well situation played out) 

HIDDEN JOB MARKET: jobs not advertised but open (80%)

Career Progression Types: traditional and career lattice 
INFORMATIONAL INTERVIEW: face-to-face meeting w/ someone who works in a job or organization in which you are interested 
· Purpose: gather info about the job + org
· Outcome: make a contact 

JOB SEARCH
Wear: comfortable, polished shoes
Time: at least 15 mins early
Bring: resume, portfolio/samples + list of references 

Week 9 

INFORMATIVE + POSITIVE MESSAGES

· (“Good news”) written routinely 
· Not expecting any resistance from the recipient of a goods news message 
· The information can be direct 

TYPES
· CONFIRMATIONS
. Should be brief and clear about what oral information is being confirmed
. E.g. “as we discussed on the phone yesterday…”
· SUMMARIES
· Includes…
. Who was present
. What was discussed 
. What was decided 
. Who does what next 
· INSTRUCTIONS
· To emphasize info and improve reader accessibility and usability) 
. Prime placement (upper right hand corner)
. Language
. Font size 
. Visuals
· ADJUSTMENTS AND RESPONSES TO COMPLAINTS
· Respond positively to complaints to retain customers
· THANK YOU AND CONGRATULATORY NOTES
· Prompt + short
· Specific + sincere 
· Build respect + good feelings 

PRIMARY PURPOSE OF POSITIVE MESSAGE 
· Gives reader info or good news to reassure them
· Reader understands/views positively
· To De-Emphasize any Negative elements
· To Reduce/Eliminate further Correspondence 

SECONDARY PURPOSE 
· Build good image of writer + writers organization
· Build good relationship b/w reader & writer 

HOW SHOULD YOU ORGANIZE INFORMATIVE AND POSITIVE MESSAGES?
· Give any good news & summarize the main points
· Give details, clarification and background
· Present negative elements as positively as possible
· Explain any reader benefit
· Use goodwill ending that’s positive, personal and forward-looking

READER BENEFITS ARE NECESSARY WHEN…
· Presenting Policies 
· Want to Shape Reader’s Attitudes 
· Stressing benefits to Motive Reader Positively
· Some benefits may Not be Obvious 

AREN’T necessary when…
· Presenting Facts
· Reader’s Attitude Doesn’t Matter
· Stressing benefits Might Make the Reader Sound Selfish
· Benefits are Already Obvious 

WHAT IS A NEGATIVE MESSAGE AND WHY IS IT IMPORTANT TO WRITE ONE?

Negative or “bad news” messages contain information that costs the reader…
· Comfort
· Time
· Money
· Esteem
· Resources

· Must carefully plan and present how bad news is delivered

PRIMARY PURPOSES:
· Give Bad News
· Have Reader Read, Understand and Accept message
· Maintain as much Goodwill as possible 

Secondary PURPOSES: 
· Assure Reader they’ve been taken seriously
· Assure Decision is Fair + Reasonable
· If the readers were in your shoes, They’d Make Same Decision

NEGATIVE MESSAGES MUST ALSO ACHIEVE THESE GOALS:
· Build Good Image of Writer
· Build Good Image of writer’s Organization
· Reduce/Eliminate future Correspondence on same subject  

TYPES
· Product Recalled
· Failed Investment
· Layoffs
· Performance Reviews
· Rejections/Refusals 

HOW TO ORGANIZE MESSAGE (depends on audience) 

Information written to… 		Use…

People outside company		Indirect organization and build goodwill
Supervisors 				Propose Solution when reporting problem
Peers + Subordinates 			Ask for Input in dealing with neg sit. 

When you are delivering a negative message...
1. BUFFER
· Neutral or Transition Statement that Warms Audience Up
. TYPES: 
1. Good News
1. Facts + Chronological Events 
1. References to Enclosures 
1. Thanks
1. Statements of Principle 
. USE WHEN → reader values harmony, when buffer serves another purpose
0. Reason or Explanation
1. Negative Messages
2. Alternative or Compromise
3. Goodwill Closing 


COMPOSING PERSUASIVE MESSAGE

A.B.C. → Always Be Closing

People are persuaded by their perceptions of…
· Trustworthiness of Messenger
· Emotional + Logical Resonance of Message

Credibility + Emotion + Logic = Persuasion 

PRIMARY PURPOSE:
· To have Reader Act
· Provide Enough Info so Reader Knows What To Do (Give What + How)
· Overcome Any Objections (that might prevent or delay action) 

SECONDARY PURPOSE: 
· Establish Good Impression
· Build Good Image of org
· Build Good Relationship b/w reader + writer
· Reduce/Eliminate future correspondence on same subject 

TYPES:
· Application Letters/Resumes
· Orders + Requests
· Reports

Use DIRECT REQUEST STRATEGY when…
· Audience will do W/Out Resistance
· Need response Only from whom People Willing to Act
· Audience is Busy (may not read whole message)
· Org culture Prefers this 

ORGANIZATION = REQUEST → DETAILS ---> ACTION
· Show what problems you share 


OVERCOMING OBJECTIONS
Use INDIRECT when…
· Audience Likely to Object
· Need Action from Everyone
· Trust Audience to Read Entire Message

REFUSALS TO REQUESTS  Emotional Appeal, Credibility + Persuade 

Build EMOTIONAL APPEAL by…
· Finding Common Ground
· Use Stories + Psychological Description 
· Provide Rationale for acting promptly 

Build CREDIBILITY by…
· Being Factual
· Providing Specifics
· Being Reliable 

When Persuading SUPERVISORS…
1. Describe the Problem
2. Tell How it Happened
3. Describe Options for Fixing it
4. Recommend Solution + Ask for Action 

POSITIVE EMPHASIS - A way of presenting or framing a situation

· Straightforward About Negatives  Build Credibility
· Being Honest About Drawbacks  Increases Motivation + Morale
· Negatives  People Take Problem Seriously

WAYS TO CREATE POSITIVE EMPHASIS 
1. Avoid Negative Words
2. Focus on What Can Be Done
3. Justify Neg. Info by giving Reasons or Benefits
4. Omit Neg. If It Isn’t Important
5. Put Neg. in Middle and present it Compactly 

“Issue” to “opportunity for improvement”  = focus on positive

TO DE-EMPHASIZE A NEGATIVE…
· Middle of Message
· Middle of a paragraph
· Give as little “physical space” as possible
· Avoid placing neg. anywhere info is emphasized…bottom of first page, in lists, etc. 

Week 10

ANALYTICAL REPORTS & PROPOSALS: 
· Evaluate a Plan
· Propose a New Idea
· Win a Contract  

You will be asked to write analytical report to…
---> ANALYZE + JUSTIFY info

PURPOSE OF ANALYTICAL REPORTS: Persuade Readers to Accept + Act on writer’s recommendations  

All Analytical Reports include…

1. INTRODUCTION
· Background
· Purpose
· Scope
· Problem Statement

1. CONCLUSION
· Summary of Findings 
· Next Steps or Recommendations 


TYPES OF ANALYTICAL REPORTS

· FEASIBILITY: assess a plan or idea based on a set of criteria
. Open by…
. Explaining Decision To Be Made
. Listing Available Alternatives
. Explaining Criteria
· Body of Report Evaluates Each Criteria
· Goal = to Prove Biz Model + Motivate Potential Investors to invest

· YARDSTICK: assess a plan or idea on a set of criteria 
· (E.g. customer satisfaction)

· JUSTIFICATION: recommend or justify a purchase, investment, hire or change in policy 
· Must consider Audience 
. Direct organization to present to accepting audiences
. Indirect if audience resistant
· Proposals

DIRECT PATTERN OF ORGANIZATION

1. Indicate What You’re Asking For + Why
2. Briefly give Background
3. Explain Each Solution
4. Summarize Action Needed
5. Ask for Action Wanted
6. Conclude by Linking Recommended Solution to Benefit Outcome 

INDIRECT PATTERN OF ORGANIZATION

1. Describe the Problem
2. Prove Easier Solutions will Not Solve Problem
3. Present Solution Impersonally
4. Show Advantages Outweigh Disadvantages
5. Summarize Action Needed to Implement Recommendation 
6. Ask for Action
7. Conclude by Linking Recommendation Solution to Benefit Outcomes

PROPOSALS: reports that describe methods for solving a problem
2 Goals…
· Get Project Accepted
· Get Writer Approved to do job

Must answer the following Q’s convincingly…
· What problems are you going to solve?
· How are you going to solve it?
· What exactly will you provide?
· How can you deliver what you promise?
· What benefits can you offer?
· When will you complete the work?
· How much will you charge?

Sales Proposals: outline features and benefits of a product or service

R → Request
F → For
P → Proposal			RFP’s are used when contracting work


COMPONENTS OF A FORMAL REPORT

· Begin w/ Executive Summary
· Include Illustrations
· Lengthy
· Use Formal Language
. 3rd person
. 3 Components: 
2. Front Matter, 
2. Report Proper
2. Back Matter

Front Matter (beginning) → Cover, Title Page, Letter/Memo of Transmittal, Table of Contents, List of Illustrations, Executive Summary

Report Proper (middle) → Intro, Body, Conclusion, Recommendations 

Back Matter (ending) ---> Appendices, References/Works Cited 

1. Analyze your purpose + audience to determine report specifics
2. Create a timeline based on project deadline
3. Break the project into manageable chunks (be realistic when determining time required)
4. Create an outline, listing draft headings
5. Spend the majority of time researching and writing on sections most important to audience 

1. Write Intro + Body first
2. Based on discussion/findings, draft Conclusion + Recommendations
3. Write Summary + Transmittal
4. Write Remaining Supporting Pieces

INTRO → Orients reader and includes several elements

· PURPOSE 
. Identifies problem + states reports purpose (to inform, explain, analyze, evaluate or recommend) 
· SCOPE
. Identifies the topics covered 
· LIMITATIONS
. Notes what the report does not cover
· ASSUMPTIONS
. States the “truths” that are assumed 
· METHODS
. Describes the methods used to gather the info

CONCLUSION 

1. Summarize key points from findings
2. Do NOT introduce new ideas

RECOMMENDATIONS

1. Number and list  


APPENDIX → House Reports & Supplemental Info 

1. Visuals
2. Questionnaires
3. Survey Data
4. Historical Docs

TITLE PAGE 

1. Title of Report
2. For whom Report is Prepared
3. By Whom it is Prepared
4. Release Date 

EXECUTIVE SUMMARY: provides a precise of whole report

AODA: Accessibility for Ontarians with Disabilities Act (2005)
Purpose…
· Public, private + non-profit orgs across Ontario have been working to improve everyday lives of people w/ disabilities
· Goal = to make Ontario accessible by 2025
. Orgs have to make websites/content accessible according to World Wide Web Consortiums Web Content Accessibility Guidelines 

	Areas of Focus
· Customer service
· Employment 
· Info + communications
· Transportation
· Design of public spaces

Week 11

Meetings:
· Informal, one-on-one, or hall meetings
· Team meetings
· Regular staff meetings
· Sales, staff training, conventions + retreats
· Parliamentary proceedings (formal and legislative bodies) 

What PLANNING must you do before? 
1. Identify Purpose
2. Create Agenda

What are the PURPOSES? 
· Share Info
· Brainstorm/Evaluate Ideas
· Make Decisions
· Create Docs
· Motivate Members 

Decision Making...
· AUTHORITATIVE (the leader decides alone)
· CONSULTATIVE (the leader listens to the group and then decides)
· VOTING (the majority wins) 
· CONSENSUAL (discussion continues until everyone agrees) 

Creating an AGENDA…
· WHERE and WHEN meeting will be held
· WHAT agenda items will be discussed
· WHY these items are being discussed
· WHO is participating
· HOW long the meeting is scheduled, and how long each item will be discussed 

1. Put routine items first (if they take little time and can be easily agreed on) 
2. Schedule controversial items early (to give time and energy for them) 
3. Schedule breaks and time for socializing 
4. Reserve a few minutes at the end to evaluate the meeting and the process 

Keeping Meeting On Track:
· Facilitate group’s participation 
· Clarify meetings significance
· Make ground rules explicit
· Introduce newcomers
· Use positive reinforcement to remind the group of its progress
· Acknowledge and negotiate conflict
· Pay attention to people and to process
· Summarize points as the meeting progresses

Minutes (w/in 24 hrs) should include...
· Attendees Name
· Discussion Topics
· Action Items: a list of “who does what next” 

Record 3 kinds of info:
· Decision Reached
· Action Items
· Open Issues: issues raised but not resolved 
Week 12

Q: What are the TWO TYPES OF RESEARCH? 

1. PRIMARY 
· Information gathered first hand directly from source
. Personal Observations + Experiences
. Experiments
. Interviews
· Research is Immediate (don’t have to wait for someone to consolidate reports) 

0. SECONDARY  
· Someone else’s research 
. Disadvantages?
. Might not know how credible it is 
· Benefits?
. Can access more information/people 
. Secondary opinion

INTERVIEWS & SURVEYS

Q: HOW DO I DECIDE WHOM TO SURVEY/INTERVIEW? 
→ Choose Correct Sampling Method 

· Random Sample → for surveys, if time/$ permit
· Judgment Sample → for interviews
· Convenience Sample → to gain a rough pre-test of a questionnaire 

Q: HOW DO I CREATE SURVEYS AND WRITE QUESTIONS FOR INTERVIEWS? 
1. Create Q’s Based on Purpose Statement
2. Phrase Q’s to Avoid Leading Respondents
3. Use Clear, Concrete, Quantitative + Measurable Language
4. Avoid Making Assumptions About Subjects 

CITING: means to Attribute an Idea or Fact to its Source in Body of Report 

SOURCING (DOCUMENTING): means Providing Bibliographic Info Readers Need to Find Original Source 

Concerns? 
· Copyright Laws create Legal Requirement for you to Identify Sources of your info
· Academic Penalties (Failure or Expulsion) 
· Businesses Can Be Sued for Damages  

Information Reports

Q: WHAT’S THE DIFFERENCE B/W AN INFORMAL REPORT AND FORMAL REPORT? 

INFORMAL
· Letters
· Memos 
· Slide Presentations
· Website Summaries
· Business Cases
· Computer Printouts of Production or Sales Figures 

FORMAL
· Contain formal elements such as a....
. Title Page
. Transmittal Doc
. Table of Contents
. List of Illustrations
. Appendices 

SHORT REPORTS

· INFORMATION AND CLOSURE REPORTS
· CONFERENCE REPORTS
. Update supervisors on trends and justify expenditure by explaining the audience benefits of your travel 
· TRIP REPORT
. Follow-up documents used to record observations about clients’ or representatives’ performance 
· INCIDENT REPORT
. Provide legal protection and comply with provincial health and safety regulations
. [bookmark: _GoBack]Record the incident using bullet points or brief sentences
. Describe the events in chronological order
. State only observable behaviours, omit inferences, assumptions and feelings
· PROGRESSION REPORT
· Summarizes what you’ve done
· Why it’s important
· What you will do next 





