COMM 212 
 Final Exam Notes

Chapter 1 Summary / Definitions 
Getting the Message Across 

Transformations in the workplace, encompasses these factors; 
· A changeover to a knowledge-based internet
· [bookmark: _GoBack]The adoption of revolutionary information & communication technologies (ICTS)
· New team-based work environments with flattened hierarchies and a more diverse employee base
· Expectations for sustainability, ethical practice, and corporate social responsibility (CSR)
· Highly competitive global markets

Communications is the cornerstone in the new and rapidly evolving workplace, bringing together core functions; the knowledge economy. 

The concept of the risk society. With its forces of modernization, our society is one that sociologists have called a “risk society”. 

Examples of risks in ITCs include piracy, cyber warfare, and identity theft. 

ICTs technologies, such as mobile phone systems and the Internet, used for transmitting, manipulating, and storing data by electronic means. 

Piracy is the unauthorized reproduction and distribution of copyrighted material, including video games, software, music, and films. 

Cyber Warfare is a form of information warfare, usually the conducting of politically motivated sabotage through hacking. 

Identity Theft is the act of acquiring and collecting an individual’s personal information for criminal purposes. 

Risk Communication is an interactive exchange of information and opinion on risk among risk assessors, risk managers, and other interested parties. 

Flatter Organizations. With organizations striving for greater cost savings, efficiency, competitiveness, and sustainability, management hierarchies may be flattened. 


Sustainability and corporate social responsibility - 

Corporate Social Responsibility (CSR) is a company’s voluntary contributions to sustainable development through the support of non-profit organizations and/or the creation of socially conscious corporate policies. 

Sustainable Development is economic development that maintains natural resource for future generations and recognizes the relationship between economic, social, and environmental issues. 

Through a combination of voluntary and mandatory disclosures, sustainability reporting can accomplish many objectives: 
· Strengthen the link between a company and its stakeholders and increase stakeholder value.
· Boost financial performance
· Showcase efficiency in production and lead to better use of company assets and innovative technology 
· Increase the company’s appeal to socially responsible investors
· Build industry credibility, set an example, and enhance company reputation

Business on a global scale – The world’s economy is becoming increasingly global, this is due in large part, to several key factors: 
· Web browsers promoting connectivity and the free flow of information
· Software, such as Paypal, and other communication platforms promoting wider co-operation
· Open Sourcing (or software in the public domain that users are permitted to change and improve). 
· Outsourcing and offshoring (designing at home and redistributing customer service functions and production facilities to distant countries). 
· “Amplifiers” that are digital, virtual, mobile, and personal (cellphones, smartphones, chips, file sharing, VoIP, WiFi). 

More diverse employee base – Most employees in present-day Canada reflect differences in ethnicity, age, race, gender, physical abilities, and sexual orientation. This is a matter of good economic sense, as companies capitalize on talents, expertise, creativity, and strengths across diverse groups to obtain greater productivity and competitive advantage. 

Diversity is the understanding, acknowledging, valuing, and celebrating of differences among people with respect to gender, race, ethnicity, age, sexual orientation, religious belief, and physical ability. 

Advancing Communication technologies – Technology and language use shaped by technology now filter our perspective of the world. Our communications are mediated through many different technologies and electronic forums, most of which did not exist 30 years ago. 

Communication is a transactional and relational process involving the meaningful exchange of information. 

Communication can also be defined as the sharing of symbols-words, images, and gestures-to create meaning. 

Communication theory is a system of ideas for explaining communication. 

Rhetoric is the use of language to persuade an audience. 

Semantics is the study of the words and symbols we choose. 

Semiotics is the study of how meaning is assigned and understood.

Cybernetics is the study of how information is processed and how communication systems function. 

Communication can be understood in terms of three characteristics:
· Situated (embedded in a particular environment or socio-cultural context)
· Relational (involves the ability to interact effectively and ethically according to what is needed at a given moment)
· Transactional (exists as a co-operative activity in which people adapt to one another)

Elements of the Communication Process

Message is any type of oral, written, or non-verbal communication that is transmitted by a sender to an audience.

Sender 
The sender, also known as the transmitter or communicator, is the person or group with a particular idea or purpose in mind and an intention to express that purpose in the form of a message. 

A sender is the participant in the transaction who has an idea and communicates it by encoding it in a message.  

Channel
The channel is the medium by which the message is physically transmitted. 

A channel is a communication pathway or medium over which a message travels. 
Receiver 
The receiver the person or group at whom the message is directed, he (receiver) is responsible for decoding the message – extracting meaning from its symbols. 

Receiver is the person for whom a message is intended and who decodes the message by extracting meaning from it. 

Decoding is the act of extracting meaning from spoken, written, and non-verbal communication. 

Feedback 
Feedback is the receiver’s discernible response to a sender’s message. It can be non-verbal, like the nod of a head during a face-to face conversation; oral, like the “umms” or “ahhs” heard during a telephone conversation; or written, like a replay.

Feedback is the receiver’s response to a message that confirms in the original message was received and understood.  

Barriers to Effective Communication 

Noise is any form of physical or psychological interference that distorts the meaning of a message. 

Communication barriers are the problems that can affect the communication transaction, leading to confusion or misunderstanding. 

Channel overload, the inability of a channel to carry all transmitted messages. 

Information overload, a condition whereby a receiver cannot process all messages due to their increasing number. 

Emotional interference is a psychological factor that creates problems with the communication transaction. 

Semantic interference is the interference caused by ambiguity, jargon, language or dialect differences, or different ways of assigning meaning. 

Bypassing is the misunderstanding that results from the receiver inferring a different meaning from a message based on the different meanings of the words that are used. 

Physical and technical interference is the interference external to the sender and receiver. 

Mixed messages are conflicting perceptions of a signal or message that may result in miscommunication. 

Channel barriers are inappropriate choices of channel that impede communication. 

Environmental interference is the interference that results from preconceptions and differing frames of reference. 

Overcoming a barrier is a matter of becoming more reflective about your own communication practices and more responsive to the needs and expectations of your receivers.  Few guidelines can help you:
· Be timely and time-sensitive
· Be purposeful
· Be a good listener and a careful reader
· Be context-sensitive
· Be proactive 

Communication contexts:

Interpersonal communication is an interactional process between two people (sender and receiver), either face-to-face or through mediated forms. 

Dyadic is the form of communication that involves a group of two. 

Small group communication is an interactional process that occurs among three or more (up to 20) people to achieve common goals. 

Organizational communication is communication within a hierarchical social system composed of interdependent stakeholder groups (such as current and potential employees, clients, customers, suppliers, and regulators). Focused on common goals. 

Intercultural communication is the management of messages between people of different cultures, with necessary adaptation to account for differences between socially constructed forms of communication behaviour. 

Mass communication is an interaction in which a small group of people sends a message to a large anonymous audience; the transmission is often indirect, often mediated through radio or television broadcasts or newspaper or magazine articles. 

Non-Verbal Communication 

Non-verbal communication is communication that does not use words but takes place through gestures, eye contact, and facial expressions.
 
How a message is encoded according to any of the following non-verbal displays can influence how that message is interpreted or decoded: 
· Tone, inflection, and other acoustic properties of speech
· Eye gaze and facial expression
· Body movements, body posture, gestures and touch
· Appearance (bodily characteristics and clothing) 
· Personal space and the use of time

Non-verbal behaviours - communication that takes place through gestures, facial expressions, eye contact, and posture. 

Non-verbal communication cues can play five roles in relation to verbal communication: 
1. Repetition. 
2. Contradiction.
3. Regulation.
4. Substitution. 
5. Accenting and complementing. 

Non-verbal skills and abilities fall into three general domains, all essential to achieving competence as non-verbal communicator: 
1. Encoding
2. Decoding
3. Regulation

Proxemics is the study of the use and perception of space. 

Chronemics is the study of time in non-verbal communication. 

Paralanguage (vocalics) is the non-verbal vocal qualities of communication. 

Body Language (Kinesics) is the non-verbal communication conveyed by gestures, eye contact, posture, and facial expressions. 

Internal Communication is the communication through the channels of an organization.

External communication is the communication with audiences who are part of an external environment. 

Cognitive dissonance is the tendency to reject messages based on personal value systems. 

Active Listening is listening that demands close attention to a message’s literal and emotional meaning and a level of responsiveness that shows the speaker the message what both heard and understood. 
Formal communications network is a system of communication sanctioned by organizational management. 

Informal oral network is the unofficial internal communication pathway that carries gossip and rumours – sometimes accurate, sometimes not. 
 
Formal communication channels are the official internal communication pathways that facilitate the flow of information through an organization’s hierarchy. 

Upward communication flow is the movement of information from subordinates to superiors. 

Downward communication flow is the movement of information from superiors to subordinates. 

Horizontal communication flow is the movement of information that enables individuals at the same organizational level to share ideas and exchange information. 

Business ethics are the socially accepted moral principles and rules of business conduct. 

Libel is a false published statement that is damaging to a person’s reputation. 

Culture is the shared customs and patterns of behaviour of a particular group or society, including its language, rules, beliefs, and structures. 

Ethnocentrism is the tendency to make false assumptions, based on limited experience, that one’s own cultural or ethnic group is superior to others. 

Low-Context cultures are cultures that favour direct communication and depend on explicit verbal and written messages exclusive of context. 

High-Context cultures are cultures in which communication depends not only on the explicit wording of a message but also on its surrounding context. 


Chapter 2 
Getting Started: Planning and Writing Business Messages 

Contextual factors are elements of a writing task, such as the situation, organization’s procedures, and readers that influence the writer’s choices at every step. 

Genres are the agreed-upon forms of writing that develop in response to recurrent situations and that allow users to act purposefully in a particular activity. 

A discourse community is a group of communicators who share a goal or interest in adopting a way of participating in a public discussion, including the use of particular genres and terminology. 

Discourse communities have 6 defining characteristics: 
· A communal interest and common public goal
· A form or means for participation and intercommunication between members
· Exchange of information and feedback
· Genre development
· Specialized terminology
· Expertise

There are three components to the rhetorical situation: 
· Exigence (reason for speaking out urgently on a topic or issure)
· Audience (those with an interest in reacting)
· Constraints (the limitations on what can be said and the factors shaping the content and nature of the message) 

Prewriting is the process of gathering ideas and establishing the purpose, audience, and channel for a message. 

Planning contributes to business communication that is: Purpose driven, audience focused and concise. 

Scope refers to the breadth or limitations of a document’s coverage. 

Audience analysis is the process of assessing the needs and knowledge of readers and listeners and adapting messages accordingly. 

Primary audience is the intended receiver of a message; the person or persons who will use or act on a message’s information. 

Secondary audience is anyone, other than the primary audience, who will receive a message and be affected by the action or decision it calls for. 

Reader benefits are the advantages the reader gains by complying with what the writer proposes in buying products, following policies or endorsing ideas. 

Medium or Channel is the physical means by which an oral or written message is transmitted. 

Richness is the quality of the types of cues by which meaning can be derived from a message. 

Content Generation – 

Brainstorming is a method of generating content by listing ideas as they come to mind. 

Mapping or Clustering is a method of generating content by visualizing the main topic and its subcategories. 

Journalistic questions are the essential questions (who, what, why, when, where, and how) that frame journalists’ inquiries as they focus and prepare their stories.

Organizing and Outlining – 

Select a method of development based on your purpose and your readers needs. There are four methods: 
· Sequential Development (a method of organization that describes the arrangements of steps in a process)
· Chronological Development (a method of organization that begins with general information on a topic followed by specific details)
· General-To-Specific is a method of organization that begins with general information on a topic followed by specific details. 
· Cause and Effect Development (a method of organization that links events with the reasons for them)

Outline is a framework for a document, showing its divisions and elements. 

Drafting is the preliminary writing of a document. 

Writer’s Block is a psychological state of being unable to begin or continue the process of composition out of fear or anxiety over the communication task. 

How to overcome it…
· Start early
· Work on a computer
· Talk it out
· Skip Around
· Take a break
· Practice Free-writing (a method of generating content based on unstructured writing and the recording of ideas as they come to mind)
· Adopt a positive attitude to writing. 


When writing under pressure:
· Allocate your time
· Keep distractions to a minimum 
· Get the most from word-processing software
· Take a few seconds to plan the structure
· Remember your reader
· Go with the flow
· Leave refinements for revision

Revising or revision is the process of reviewing and making changes in a draft document – adding, deleting reorganizing, or substituting – to transform it into a finished document.  

Editing is the process of checking a writing draft to ensure it conforms to standards of good English, style, and accepted business-writing practice. 

Collaborative writing is the process of writers working together to create finished reports, proposals, and other important documents. 

Chapter 3
Business Style: Word Choice, Conciseness, and Tone

Plain Style or Plain Language is a style of writing that places value on simplicity, directness, and clarity. 

Word Choice Step 1 – Use Familiar Words 

Plain style, with its pared-down, keep-it-simple approach, is characterized by a few common-sense principles: 
· Use common, everyday words, expect for necessary technical terms
· Use reasonable sentence lengths
· Use active-voice verbs and phrasal verbs 
(Voice is a term that describes a verb’s ability to show whether the subject of a sentence acts or is acted upon). (Phrasal verb is a verb that combines with one or more prepositions to deliver its meaning). 
· Use personal pronouns: I, you, and we. Pronouns are words that replace or refer to nouns. 
· Use unambiguous language. Ambiguity is a term that describes an obscure or inexact meaning. 
· Place the subject as close as possible to the verb. 

Pretentious: It is preferable to effect the adoption and implementation of precautionary measures than to embark on a regrettable course of action. 

Plain: It’s better to be safe than sorry. 
1. Curb your use of words ending in –ize, and –ization. 
2. Use words derived from French, sparingly. 
3. Avoid foreign words and phrases.
4. Use only job related jargon (Jargon is a term that describes (1) the specialized terminology of a technical field or (2) outdated, unnecessary words used in a business context. 
5. Bypass buzzwords. Buzzwords are fashionable, technical, or computer jargon. 

Word Choice Step 2 – Use Fresh and Current Language
1. Replace Clichés. Clichés are overused, tired expressions that have lost their ability to communicate effectively. 
2. Retire out-dated business expressions.
3. Eliminate slang. Slang is coined words or existing words that are informal and have meanings specific to particular groups or localities. 
4. Avoid instant messaging abbreviations and emoticons. (Acronym is a pronounceable word formed from the initial letters of other words). (Emoticon is a symbol consisting of a sequence of keystrokes that produce a sideways image of a face conveying any one of arrange of emotions). 

Word Choice Step 3 – Keep Language Specific, Precise and Functional
1. Provide specific details that help readers act on information and requests. Concrete nouns are easier to grasp than abstract nouns. Concrete Nouns are thing knowable through the sense and Abstract Nouns are thing not knowable through the sense. 
(Example, Abstract: Our company demands loyalty / Abstract-Concrete: Our company demands employee loyalty to corporate policy.) 
2. Quantify facts and avoid vague qualitative statements. (Vague – They received some complaints about it some time ago / Specific – Our customer representatives received 24 complains about Model X in 2013). 
3. Avoid ambiguous and non-idiomatic expressions. Idioms are a word or phrase that has a meaning different from its literal meaning. 
4. Use comparisons and analogies to clarify. Analogy is an explanation of the unfamiliar in familiar terms. 

Word Choice Step 4 – Practice Factual and Ethical Communication 
1. Be reasoned, factual, and moderate in your judgements. 
2. Consider the impact your communication has on others as well as yourself. 
3. Consult qualified colleagues. 
4. Avoid libellous language. 
5. Be timely and accurate in your communication. 
6. Avoid untrue, deceptive, or misleading statements. 
7. Know what you can and cannot disclose to certain parties. 
8. Distinguish between fact and opinion.
9. Don’t claim authorship of documents you have not written. 

Verbs are words that describe actions, occurrences, or states of being. 

Nouns are words that name people, places, things, and abstract concepts. 

Noun conversions or nominalizations are verbs that have been converted into nouns with the addition of –ment or –tion endings. 

Redundancies are unplanned reputations. 

Active Voice is a writing style in which the grammatical subject of a sentence performs the action. 

Passive Voice is a writing style in which the grammatical subject of a sentence is acted upon. 

Prepositional phrase is a phrase beginning with a preposition and functioning as a modifier. 

Expletive construction is a phrase such as there is/are or it is/was at the beginning of a clause, delaying the introduction of the subject. 

Tone is the implied attitude of the author to the reader, as reflected by word choice. 

Denotation is a word’s literal or dictionary definition. 

Connotation is a word’s implied or associative meaning, often coloured by emotion. 

Formality is the level of writing; whether the writer is using the appropriate register based on an observance of the rules and conventions of writing. 

Personal Style is a style of writing that seems warm and friendly based on its use of first- and second person pronouns. 

Impersonal style is a style of writing that seems objective and detached based on its use of third-person pronouns. 

You-Attitude is a writing style that focuses on the reader rather than the writer. 

We-Attitude is a writing style that focuses on the shared goals and values of the writer and readers. 

Salutation is the greeting at the beginning of a letter. 

Chapter 4
Business Style: Sentences and Paragraphs

Phrase is a group of words containing either a subject of verb, which cannot stand on its own as a complete sentence.

Subject is the word or group of words in a phrase, clause, or sentence that acts or is acted upon. 

Verb is the word or group of words in a phrase, clause, or sentence that describes an action, occurrence, or state of being. 

A clause is a group of related words containing a subject and a complete verb; a clause can be either independent (delivers full meaning) or dependent (does not deliver full meaning). 

Independent clause is a clause that functions on its own as an independent grammatical unit. 
EX: - The program costs more than we expected. 

Dependent clause (or subordinate clause) is a clause that cannot function on its own as an independent grammatical unit. 
EX: - Although the program cost more than we expected, it has improved company morale. 

Simple Sentence is a sentence containing one main or independent clause. 

Compound sentence a sentence containing two or more independent clauses joined by one or more coordinating conjunctions. 

Completed sentence is a sentence containing one independent clause and one dependent clause.

Compound-complex sentence is a sentence containing one dependent clause and two or more independent clauses. 

Prepositional phrase is a phrase beginning with a preposition that sets out a relationship in time or space. 

Appositive is a word or group of words that renames a preceding noun. 

Declarative sentence a sentence that makes a statement.

Closed Question is a question with a limited number of possible responses. 

Open Question is a question with an unlimited number of possible responses. 

Hypothetical Question is a question that poses a supposition. 

Pronoun Reference is the relationship between a pronoun and the antecedent to which it refers. 

Number is a term that refers to whether a word is singular (one) or plural (more than one). 

Person is a term that describes the 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).

Verb Tense is the form of a verb that shows time (past, present, or future).

Parallelism: the use of the same grammatical forms or matching sentence structures to express equivalent ideas. 

Emphasis in writing, the practice of making acts and ideas stand out from surrounding text. 

Sentence fragment is a portion of a sentence that is punctuated like a complete sentence but does not deliver full meaning. 

Fused Sentence is two or more independent clauses erroneously run together without the use of required punctuation or coordinating conjunctions. 

Comma splice is the error of connecting two independent clauses with a comma. 

Modifier is a word or group of words that describes or gives more information about another word in a sentence. 

Misplaced modifier is an incorrectly placed descriptive word or phrase that attaches it’s meaning illogically to another word in a sentence. 

Dangling modifier is a phrase that does not clearly apply to another word in the sentence. 

Elliptical construction is a sentence structure that deliberately omits words that can be inferred from the context. 

Faulty Predication is an error involving the illogical combination of subject and verb.

Mixed construction is the error of pairing mismatched grammatical structures in the same sentence, resulting in unclear or illogical meaning. 

Paragraph is a group of sentences that develops one main idea. 

Topic Sentence is a sentence that summarized the main idea in a paragraph. 

Coherence is the logical and semantic links between sentences. 

Transitional expressions are words and phrases that show logical, temporal, and spatial relationships and connect ideas to create coherence.

Proofreading is a process of checking the final copy of a document for errors and inconsistencies. 

Format is a term for the parts of the document and the way they are arranged on a page. 

Chapter 5
Memorandums, E-mail, and Routine Messages 

A memo is a specially formatted document that Is sent to readers within an organization.

E-mail is a message distributed by a computerized service.

Any memo or electronic message should be clear, concise, and informative, sharing the following common traits: 
· Single-Topic Focus
· Brevity
· Two-part structure, consisting of a header (Date, To, From, Subject guide words) and message (divided into an opening, body and closing). 

Header is a block of text appearing at the top of a document. 

Headings are visual markers consisting of words or short phrases that indicate the parts of a document and signpost its organization. 

Boldface is a thick, black typeface used for emphasis.

Bullets are visual cues; usually large dots or squares that set off items in a vertical list or emphasize lines. 

MEMO

Each heading in a memo serves a particular purpose: 

Date – To – From – Subject – CC 

Memo Organization 

To write an effective memo, use the opening for your most important information, purpose for writing, or required action. 

The Opening is the first paragraph of a memo; it contains the most important information regarding the subject matter, the purpose for writing, and/or the action required by the reader. 

Subject line is the part of the memo or e-mail that indicates the document’s title, topic, purpose and importance. 

In the body (the middle paragraphs of a memo, providing the necessary background and more detail info) of the memo, move on to particulars and more detailed information. Expand on, discuss, or explain the problem, assignment, request or action you with the reader to take. 

Points may be presented in the following ways: 
· Chronologically, sequenced from beginning to end or start to finish
· In order of specificity, from most to least specific or vice versa
· In order of importance, from most to least important or vice versa

In closing, summarize your request or call for action, clearly indicating who should do what, by when, and for how long. 

Formatting Lists for Memos and E-Mail 

A list is a group of three or more logically related items presented consecutively to form a record or aid to memory. 

To be effective, any list must have these features: 
· A lead-in introducing, explaining and putting in context the items that follow
· At least three and, ideally not more than eight items
· Parallel phrasing for every item
· Semantic and grammatical continuity between the lead-in and items
· Adequate transition to the sentences that follow after the list

Horizontal List Example (bracketed number provides more impact) 

Please bring the following items with you on retreat: (1) walking shoes, (2), a raincoat, and (3) sunblock. 

Punctuate the lead-in with a colon if it can be read as a complete sentence; use no punctuation if the lead-in depends on the point that follows to complete its meaning.

Our company has three key business segments:
· Investing
· Mortgage operations
· Leasing operations 

Chunking is the grouping of items of information together to be remembered as a unit.

Netiquette is the informal code of conduct governing polite, efficient, and effective use of the Internet.  

General E-Mail Guidelines:
· Keep it brief
· Remember that E-mail is not your only option
· Compose crucial messages offline
· Follow organizational rules for E-mails 
· Don’t use company E-mail systems for personal communication
· Aim for a balance of speed and accuracy
· Keep your messages professional
· Understand that e-mail is not guaranteed to be private.
· Don’t “write angry”
· Don’t send unnecessary messages 
· Protect yourself and your company

Spam is an advertising message – electronic junk mail – sent widely and indiscriminately.

Flaming is the act of sending out an angry e-mail message in haste without considering the implications of airing such emotions. 

Distribution list is a group of e-mail recipients addressed as a single recipient, allowing the sender to e-mail many users without entering their individual addresses.

Reading and Processing Incoming Messages: 
· Schedule time for reading and writing E-mail
· Do regular inbox clean ups
· Scan the entire list of new messages in your inbox
· Use filtering options and anti-spam software
· Capture your email in a recognizable records system

Formatting and writing E-mail:
· Type the email address correctly
· Compose an action specific subject line
· Wrap text after 70 characters
· Use a regular mix of upper-and lowercase letters.
· Keep paragraphs and sentences short.  

As you begin to compose your message, keep in mind the following strategies for shaping its content:
· Use appropriate greetings to soften messages 
· Get to the point immediately
· Use lists without overloading them 
· Sign off with a complimentary close and your name
· Tell people who you are
· Edit your text and run a spell-check
· Follow common-sense rules for attachments
· Don’t be impatient for a reply

Complimentary close is a formulaic closing, usually a word found after the body of a letter and before the signature.

Attachment is an independent computer file sent with a regular e-mail message. 

Routine Messages: Positive and Informative Memos and E-mail

Informative memo is a message to which the reader will react neutrally.

Request Memo is a message that asks the reader to perform a routine action.

Response is a message that answers a request or query.

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. 

Follow Up Message provides a record of a meeting, including its time, place, purpose, and any agreements that may have been made. 
Instant Messaging (IM) is the exchange of messages over the Internet between two or more users who are online simultaneously. 

Many of the guidelines for using E-Mail also apply to IM:
· Limit the use of abbreviations
· Use a natural mix of upper- and lowercase
· Keep conversations to a few people at a time
· Inform people about your availability 



Chapter 6
Routine and Goodwill Messages 

Direct Writing Plan  

Direct-Approach message is a message that presents the main point in the first paragraph. 

A three-part structure helps to guide readers, navigating them through a direct-approach message from beginning to end. Each part has its own specific function: 

Opening – delivers the main message first. It answers your reader’s most important questions; states the good news; makes a direct, specific request or provides the most important information. 

Middle – explains detail of the news or inquiry and supplies background and clarification when needed. 

Closing – ends pleasantly in one or more of the following ways: provides contact information; asks for action, input, or a response, often by a deadline. 

The direct approach puts your request (often in the form of a request memo) before the reader right away and helps to speed the exchange of information and pace of transactions. Keep in mind the following tips as you draft your direct approach requests: 
· Put the main idea first
· Give a reason for the request or state its benefit
· Introduce multiple request or questions with a summary statement
· Anticipate required details
· Strike a tone that is right for your reader
· Keep minor points to a minimum
· Use a layout that focuses attention on your request
· Close in a courteous and efficient way
Order requests are a request for merchandise that includes a purchase authorization and shipping instructions. 

Careful formatting of the message can make the order faster and easier to process: 
· Authorize the purchase and specify the preferred method of shipment
· Itemize requested merchandise, using a list format
· Close with special instructions and thanks

Claim is a demand on request for something – often a replacement or a refund – that is considered one’s due. 

Adjustment is a written response to a complaint that tells the customer what will be done about the complaint in terms of solving the problem, correcting and error, granting a refund, or adjusting the amount due. 

· Make your request for adjustment
· Identify the faulty item or problem and explain logically and specifically why your claim is justified 
· End positively and pleasantly

A response is a message that answers a request or query. It is most effective when it is prompt, informative and gets to the point. 

Here are a few tips for writing a good response: 
· Determine if you are the right person to handle the response
· Replay as soon as you possibly can
· Begin with good news or the most important piece of information
· Design your response to be useful
· Response within your company’s ethical guidelines
· Make your closing work for you 

An inquiry is a message that asks for or seeks information (An inquiry or information response is a message that supplies information). 

Personalized form letter is a letter in which the identical message is sent to more than one person; 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. 

Order acknowledgement is an informative letter that confirms the details of a merchandise purchase and shipment. 

The following template can be modified if you need to send an acknowledgement or confirmation as a matter of courtesy, letting readers know that information or materials have been received: 
· Acknowledge when and how a shipment will be sent
ex – Dear Mr. Vukovic: 
Your industrial air conditioning unit and invoice forms have been shipped to you by air freight and should arrive by April 2. 

· Give details of the shipment and convince readers they have made a wise purchase
ex – The air conditioning unit you ordered features X, Y & Z. Customers say that X, Y & Z have kept them cool while helping reduce energy costs. 

· Use discretion in pushing additional products
ex – For your interest, we are enclosing a price list of NAC products and receive an automatic 10 % discount on any product.

· Close pleasantly
ex – We genuinely appreciate your order, and we look forward to serving you again. 

A message of confirmation summarizes and clarifies any of the following:  the terms of agreement, an action or transaction that has taken place including the receipt of an invitation, a decision, arrangements for a future event. 

A claim adjustment is a response to a claim letter telling the customer what a company intends to do to correct the problem. When writing this type of response, keep the following guidelines in mind: 
· Grant the judgement
· Explain how you intend to make the adjustment
· Close pleasantly

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. 

To be effective goodwill messages should be: 
· Personal
· Prompt
· Spontaneous, short and sincere 

Thank-You Letter (or letter of appreciation) is a message thanking someone for his or her help, hospitality, or business. 
· Thank the reader for what he or she has done, given or provided
· Include a few details
· Close with goodwill or a forward-looking remark

Letter of congratulation is a message conveying pleasure at someone’s happiness or good wishes on someone’s accomplishment. 

Letter of sympathy (or condolence) is a message expressing sadness at someone’s bereavement and offering words of comfort. 

Informative Letters are messages that provide important/relevant information and to which the reader will react neutrally.

Announcement is a message that makes something known about a company policy, event or personnel change. 

Cover Letter or Transmittal letter is an informative letter that accompanies materials sent from one person to another explaining why those materials are being sent. 

Follow these steps when writing a cover letter: 
· Identify what you are sending 
· Briefly summarize the attached document or describe the enclosed materials
· Point out important details
· Offer further assistance or tell the reader what happens next 

Good instructions displays the following characteristics: 
· Clear and Accurate
· Precise
· Complete
· User-Friendly
· Action-Oriented

Ragged right margins (or unjustified margins) are margins that end unevenly on the right side of the page. 

Full-Block letter style is a letter format in which all elements are aligned at the left margin.

Modified-block letter style is 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.

Simplified letter style is a letter format in which the salutation is replaced by a subject line and the complimentary close – expect for the writer’s name and signature – is omitted. 
Letterhead is a printed heading on company stationery, containing the address of an organization or individual, but not the individual’s name. 

Dateline identifies the date on which a message was written.

Delivery/Confidential notation is an optional letter element identifying how a message is transmitted and who is authorized to open and read it.

Inside address is a standard letter element supplying the name and full address of the recipient. 

Attention line is an optional letter element identifying the individual, officer, or department to whom or which the letter should be directed. 

Reference line is an optional letter element identifying a file or policy number. 

Salutation is a letter greeting identifying the individual for whom the letter is intended, including the recipient’s personal title and surname. 

Subject Line is an optional letter element that identifies the content or focus of a message. 

Complimentary close is the word of formal closing (often sincerely) after the body of the letter and before the signature. 

Signature block is the part of a letter that includes the writer’s name, title and organization in a neatly formatted arrangement. 

Identification initials is the part of a letter that indicates the writer (capital letters) and typist (lowercase letters) of a message. 

Enclosure notation is the part of a letter that indicates enclosed or attached material that companies a document. 

Copy notation is the part of a letter that indicates that copies of a letter have been sent to individuals other than the addressee. 

Continuation page heading is a heading that identifies the second and succeeding pages of a letter; includes the name of the addressee, date, and page number. 




Chapter 7
Delivering Unfavourable News

Primary goals of Negative Messages:
· To give the bad news in a clear, brief, and respectful way, and state it only once
· To help readers accept the bad news by showing the fairness and logic of the decision, offering an explanation when it is possible to do so, and eliminating unnecessarily negative language
· To maintain and build goodwill toward the reader and the reader’s organization despite the unpleasant facts the message must communicate
· To get your purpose across the first time, without ambiguities that may create a need for clarification, follow-up correspondence, or ongoing despite resolution

Negative Message is a message that communicates negative information that may upset or disappoint the reader. 

Bad news messages fall into several categories: 
· Refusals turn down invitations, suggestions, proposals, and requests for information, action, employment, and credit 
· Announcements disclose price increases, policy changes, delivery delays, cancellation of services, and product defects or recalls
· Assessments or appraisals offer negative assessments of employee job performance or personnel issues 

Using the Direct Writing Plan 
Use the direct approach to deliver bad news in the following situations: 
· When you know the reader well enough to understand his or her preference for directness
· When the bad news is expected or related to a known problem or minor delay
· When critical information might otherwise escape notice
· When the bad news is not serious, significant, or detrimental to the reader
· When it is company practice to write all internal messages straightforwardly
· When you intend to terminate a business relationship 

Use the following four-part approach when writing a direct bad news message: 
1) Begin with a simple, well-phrased statement of the bad news
2) Provide an explanation that the reader can reasonably accept 
3) Offer an alternative if it is possible to do so
4) Close with a goodwill statement that doesn’t refer to the bad news 

Using the Direct Approach 
Use the indirect approach in the following situations: 
· When you don’t know the reader well
· When the bad news isn’t anticipated by the reader 

Indirect writing plan is a method of organizing a document so that the main message is delayed and presented toward the end. 

The simple four-part formula can be modified depending on the specific type of message and how sensitive you need to be: 
1) Begin with a buffer
2) Provide a solid, reasonable explanation
3) State the bad news
4) Close with goodwill statement

Buffer is a meaningful, neutral statement that cushions the shock of bad news.

Explaining the bad news. It is important to be objective and reveal only what the reader rightfully needs to know to understand your decision.

1) Stick to the facts and avoid editorializing
2) Refer to company policy as needed but don’t hide behind it
3) Use positive or neutral words 

Revealing the bad news. It is essential to state the bad news clearly and unequivocally, so readers will understand it the first time and won’t need to ask for clarification. 

1) Put the bad news in a dependant clause
2) Suggest a compromise or alternative
3) Use the passive voice
4) Use long sentences rather than short ones
5) Use positive language
6) Avoid spotlighting the bad news
7) Imply the refusal

Goodwill closing is the part of a message that draws attention away from the bad news and toward a positive and continuing relationship with the reader. 






Chapter 8
Persuasive Messages 

Persuasion is the process of gradually influencing attitudes and behaviours and motivating the audience to act. 

Maslow’s hierarchy of Needs, identified by Abraham Maslow, is a specific order of needs that motivate humans.
· Self-Actualization
· Esteem
· Love and a sense of belonging
· Safety and Security
· Physiological needs

The following are some points to remember when writing persuasive messages: 
· Know your purpose and what you want your reader to do
· Understand what motives your reader
· Consider design and layout
· Be positive and accurate
· Anticipate objections and plan how to deal with them 

Appeal is an attempt to persuade.

Logical fallacy is an error in logic that weakens a persuasive argument. (e.g., a personal attack, a mistake assumption that one event causes another, or reliance on non-expert testimony). 

Indirect Writing Plan for Persuasive Messages
1) Obtain Interest 
2) Prove your proposal or product can benefit the reader
3) Ask for action and link it to reader benefits

Types of Persuasive Messages

Favour and action requests: 
1) Gain favourable attention
2) Persuade the reader to accept 
3) Ask for action

Collection letters are a series of increasingly persuasive appeals to a customer asking for payment for goods and services already received. 

Reminder letter is a collection letter that informs a customer in a friendly way that a payment has not been received and emphasized the customer’s prior good credit rating. 

Inquiry letter is a collection letter that attempts to determine the circumstances that are preventing payment and asks for payment. 

Demand Letter is a collection letter that makes a firm and unequivocal request for immediate payment and attempts to convince the debtor to pay the bill within a stated time by raising the possibility of legal action.

Chapter 9
Communicating for Employment

Cold call is an unsolicited telephone call in which a job seeker introduces himself or herself and asks about job openings. 

Employment agency is an organization that matches job candidates with jobs, sometimes for a fee. 

Resumé is a persuasive written document in which job applicants summarize their qualifications and relate their education, work experience, and personal accomplishments to the needs of a prospective employer. 

Functional Resumé is a document in which a job applicant’s qualifications are presented in terms of notable achievements and abilities rather than work experience. 

Combination Resumé is a document that combines characteristics of chronological and functional Resumés. 

Scannable Resumé is a paper or electronic resumé that is prepared for scanning through uncluttered formatting and inclusion of a keywords section. 

Cover Letter or application letter is a letter that accompanies a resumé to summarize a job applicant’s qualification and value to a prospective employer. 

Solicited application letter is a letter in which a job seeker applies to an advertised position and asks for an interview. 

Unsolicited application letter (or job-prospecting letter) is a letter in which a job seeker introduces himself or herself and asks about job openings. 

Job Interview is a structured, face-to-face conversation between one or more recruiters and a job candidate, in which the latter’s qualifications for a position and potential performance are assessed. 

Follow-up letter is an informative letter that summarizes the key points of a job interview. 

Chapter 10
Informal Reports

Business reports is a document in which factual information is compiled and organized for a specific purpose and audience. 

Formal Report is 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 cover letter, table of contents, and abstract. 

Informational report is a short report that collects data related to a routine activity without offering analysis or recommending action; its three parts are introduction, findings, and summary/conclusion. 

Analytical report or recommendation report is a report that interprets and analyzes information and offers recommendations based on findings. 

Periodic reports is an informational report that is filed at regular intervals. 

One-time report is a report that presents the results of a special or long-term project. 

Memorandum report is a short, internal report presented in memo format.

Letter report is a short, external report presented in letter format. 

Functional heading is each of a series of generic headings that, when taken together, show a report in outline. 

Descriptive head (or talking head) a heading that describes the actual content of a report and provides more information about it. 

Alphanumeric outline is an outlining system that combines numbers and letters to differentiate levels of headings. 

Decimal outline is an outlining system that uses a combination of numbers and decimal point to differentiate levels of headings. 

Introduction is 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. 

Findings are the most substantial part of a report, in which qualitative and numeric data is presented and organized buy time, convention, order of importance, or component. 

Summary is the closing or second last section of a report that briefly restates its main points.

Conclusion 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. 

Visual aids, materials such as charts, graphs, tables and illustrations that present information in visually appealing ways to show trends and relationships, represent numbers and quantities, and make abstract concepts concrete. 

Table is a chart that presents data, usually numerical, in a compact and systematic arrangement of rows and columns. 

A matrix is a word table that presents qualitative information in a rectangular format or arrangement. 

Pie Chart is a circular chart divided into sections, where each section represents a numerical proportion of the whole. 

Bar chart is a visual consisting of parallel horizontal or vertical bars of varying lengths, each representing a specific item for comparison. 

Segmented bar chart (or divided bar chart) is a visual consisting of a single bar divided according to the different portions that make up an item as a whole. 

Deviation bar chart is a specific type of bar chart that shows positive and negative values. 

Picture graph is a visual that uses pictorial symbols to represent particular items.

Line graph is a visual that uses lines on a grid to show trends according to the relationship between two variables or sets of numbers.

Grouped line graph is a line graph that makes comparisons between two or more items. 

Gantt chart is a bar chart that is used to show a schedule. 

Flow chart is a diagram that maps out procedures, processes or sequences of movement. 

Organizational chart is a diagram that shows how various levels or sectors of an organization are related to one another. 

Proposal is a document presenting plans and ideas for consideration and acceptance by the reader. 

Trip report or conference report is a short report that summarizes the events of a business trip or conference. 

Chapter 11
Proposals and Formal Reports 

Proposal is a business document that suggests a method for solving a problem or that seeks approval for a plan. 

Internal proposal is a persuasive document that attempts to convince management to spend money or to implement plans to improve the organization.

External proposal is a proposal issues to governmental or private industry clients outside an organization as a means of generating income. 

Request for proposals (RFP) is a detailed document requesting proposals and bids on specific projects. 

Front Matter is the parts of a proposal or report that are included before the main body and contain introductory information. 

Back Mater is the parts of a report or proposal that follow the main body and contain supplemental information. 

Executive Summary or abstract is a synopsis of the body of a proposal or report specifying its highlights and recommendations. 

Title page is a front matter page of a proposal or formal report that include the title of the document, the names of the intended recipients and the authors and the date of submission.


Chapter 12
Oral Communication

Oral presentation is an informative or persuasive speech delivered using only notes and visual aids to guide the speaker’s performance. 

Sound bite is a shot, quotable extract from a recorded interview that is edited into a news broadcast. 

Flip chart is a large stand-mounted writing pad with bound pages that can be turned over at the top. 

Overhead projector is a device that projects the enlarged image of a transparency onto a screen. 

PowerPoint is presentation software offering standard templates and other features that aid in the design of integrated text and effective visuals. 

Prezi is a cloud-based presentation software in which users plot text, objects, video links, etc. in a series of path. 

Keynote is Apple’s presentation software, which features visual aid options, 3D transitions, and animation. 

Template a stored pattern for a document from which new documents can be made. 

Impromptu speaking a delivery method in which the speaker makes remarks without the aid of prepared notes. 

Extemporaneous speaking is a method of delivery in which the speaker relies on notes rather than manuscript memorization. 

Special-occasion presentation is a speech made in appreciation, in acceptance of an award, in commemoration of an event, or by way of introduction. 

Internal meeting is a formal meeting that involves only personnel from within an organization. 

External meeting is a formal meeting that involves outsiders in addition to company personnel. 

Formal meeting is a scheduled meeting that operates according to a pre-set agenda under guided leadership for the purposes of achieving specific goals. 

Informal meeting is a small, sometimes unscheduled meeting that may operate without strict rules. 

Agenda is a document that establishes the purpose and goals of a meeting and outlines what the meeting will address, thereby helping to focus the group. 

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. 

Meeting minutes is a written record of what occurred at a meeting, who attended it, and when and where it convened. 

Groupware is software designed to facilitate group work by a number of different users. 

Web-conferencing is synchronous web-supported communication allowing for the real -
time transmission of sound and images to other locations. 

Virtual meeting is a meeting that uses particular software or a website to allow participants in various locations to share ideas and hold discussions in real time. 

Chapter 13
Social Media and Networking

Social media is the interactive Internet and mobile based tools and applications that allow users to post and exchange information in real time, facilitating connection, collaboration, and creation of user-generated content. 

Rich site summary or really simple syndication (RSS) is a web-based feed that publishes frequently updated information such as news headlines, blog entries, audio, and video; allows users to receive the latest alerts and updates from favourite websites or aggregate data from many sites. 

Participatory Culture is a culture in which a person is both a consumer and producer. 

Blog is similar to a diary, a web page on which a person posts his or her writings, opinions, and or other information, usually on a regular basis. 

Social Network a website (such as Facebook) that facilitates communication and interaction between two or more people by allowing them to create profiles, send messages, write status updates or posts, and share photos and videos. 

Micro-blogs is a blog whose entries are shorter than those of a traditional blog; Twitter posts are examples of micro-blogs. 

Photo-and video-sharing site is a website (such as Instagram) that allows users to post, videos and multimedia. 

Social media analytics is the gathering and analyzing of social media data, which is used to determine usage trends and measure customer interest. 
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