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Elements of the Changing Work Place:
	The presence of a knowledge economy, the concept of the risk society, flatter organizations, sustainability and corporate social responsibility (CSR), business on a global scale, diverse employee base, team work environments, advancing communication technologies and connectivity though the internet.
Risks Associated with information and communication technologies (ICTs)
	Some potential risks are piracy (the unauthorized duplication and distribution of material), cyber warfare and identity theft.
Effects of Sustainable development initiatives on corporate communication
	Organizations now complete voluntary and mandatory sustainability reports. These reports can benefit the company by improving its reputation and potentially increasing its profits.


What are four barriers to effective communication?
	Channel overload, emotional interference, information overload, mixed messages, environmental interference 
Difference between internal and external communication:
Internal: Is communication between people within an organization
External: Is communication between people that are outside of the organization like clients. 	
Characteristics of active listening:
	Receiver pays close attention to the literal and emotional meaning of the message and responds in a way to make sure the sender knows he/she heard and understood the message.
The three types of information flow in an organization
	Upwards: from employee to supervisor
	Downwards: from supervisor to employee
	Horizontal: communication between people of same organizational level

Business Ethics:
	They are socially accepted moral principles and rules of business conduct 
Five key ways Cultures differ from one another according to Geert Hofstede
	Power Distribution: accepting that people have more power
	Uncertainty Avoidance: Handle or tolerate unknown situations
	Individualism vs. Collectivism: Integrating into Groups 
	Masculinity vs Femininity: Balance Gender roles and Values
	Short Term vs. Long-term Orientation: Their value on future, present or past
Difference between High Context and Low Context Cultures 
High Context: Relies heavily on non-verbal, contextual, and shared cultural meanings. Social Standing is important. (They do not say No) Meaning depends on how it’s said.
Low Context: Meaning depends on what is said, not the context. Individualism and self-assertion are valued. (No is said directly)
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Four Key concepts of the Writing Process:
	Contextual factors: Situation, Organizations Procedures, The Readers
	Genres: Agreed upon forms of writing that develop in response to recurrent situations. 
Discourse Communities: Group of people that share common goal or interest and then discuss about it.  
Rhetorical Situations: Writing that is intended to change opinions, attitudes or behaviors. 
Four Major Steps in Writing Process: (POODER)
1. Prewriting: Accessing the purpose, audience and most appropriate channel

2. Organizing and Outlining: Mapping out the most strategic and logical way to present ideas

3. Drafting: Writing the actual message choosing the right words and style

4. Revising and Editing: Last chance to improve document. Evaluate draft from readers POV. 

Things to Consider before Choosing Medium or Channel to transmit Message
	Need to consider accuracy, speed, cost, detail, importance, privacy
Three ways to generate Content: Brainstorming, Mapping, Clustering 
Four methods for organizing and outlining material
	Sequential Development: Describes the steps of a process
	Chronological Development: Describes events in order that they occurred
	General –To-Specific Development: Begins with General Info followed by specific stuff
	Cause-and-Effect Development: Method that links events with reason for them
Importance of considering the Audience
	Must consider audience to determine the right amounts of details to include and how to adapt message to insure the message is transmitted. 
Writer Block and how to overcome it
	Inability to express your thoughts. Freewriting and starting early can help mediate it.

Effectively Revise Message
You can use a paper copy, reduce reading speed, looking in readers POV, and read it out loud
Writing Effectively in Groups
	Active Listening: Accepting other people’s ideas with an open mind
	Team Leader/Coordinator: This person keeps track of the progress
	Planning what to write and who writes: Meeting and brainstorming on what to write
	Agreeing on writing Style: Formats and style writer needs to follow
Some Strategies in Collaborative Writing
Sequential integrating writing (1 writer multi reviewers)
Sequential single-writing (take a turn and pass it on)
Parallel simultaneous writing (write individual parts then cut and paste it together) 
Reactive integrating writing (writing together side-by-side) 
Things to consider when critique other peoples work
	Create a safe environment for open communication. Be attentive and respectful
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Three Principles of Plain-Style-Writing
1. Use Common everyday words
2. Using personal pronouns (I, you, We)
3. Using unambiguous language (Place subject as close to the verb as possible)
Improving Writing Style
	Avoid the use of clichés cause they are overused and are ineffective. Avoid the use of outdated expressions, eliminate the use of slang, and avoid text talk and the use of emoticons. Stay Professional 
Three Ways to Achieve Conciseness
	Eliminate the use of long-lead-ins, revising noun conversions, eliminate redundancies, using strong, precise, accurate verbs, and eliminate fillers.
The Importance of Tone in business Writing
	The right tone conveys your attitude toward the reader and the subject matter.

Tone is Important to Stress Readers
	They can see how the information concerns them and how they stand to benefit from it.
Three Aspects of Inclusive Language
1. Don’t Make Discriminatory Comments (No Racist Jokes)
2. Use Gender Neutral Job Titles and Salutations (No Sandwich Jokes)
3. Use Masculine Pronouns reasonably (Avoid using them to refer to a group of people) 
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Three Ways to Improve Sentence Variety and length 
· Vary the rhythm by alternating short and long sentences
· Turn a clause into a prepositional phrase
· Convert a sentence from describing to a phrase or clause
Ways to Emphasize points in a written message
· Use eye-catching mechanical devices
· Use punctuation
· Use formatting
· Use Style (short emphatic sentences)

	
	When It’s Used

	Active Voice
	Stating good news and neutral news 
In a direct manner
Emphasis on the person doing the action.

	Passive Voice
	De-emphasize negative news
Show tact and sensitivity
De-emphasize or conceal the person performing action.


	
  Potential Problems to look out for when proofreading
1. Accuracy Of Names
2. Facts and figures
3. The Appropriate Format
4. Correct Grammar, Spelling and Punctuation
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Three Traits shared between e-mails and hard copy memos
1. Single topic focus
2. Brevity (short and to the point)
3. Two Part Structure (header and message)
The Principles of Chunking when formatting lists for memos and emails
	It is important to apply this since people’s memory on average can only store 7 pieces of data. Depending on its complexity. Anymore then that is hard to remember
Using Netiquette to avoid flaming
	Netiquette is the informal code of conduct governing polite, efficient, and effective use of the internet, this will prevent you from sending emails when angry. 
Strategies for reading and processing information 
1. Scheduling time for reading and writing e-mails
2. Do Regular inbox clean-ups
3. Scan the entire list of new messages in your inbox
4. Use filtering options and anti-spam software

Things to keep in mind when replying to an email
· Reply as promptly as possible
· Modify your distribution list
· Don’t automatically include the sender’s original message with the reply
· Avoid indiscriminately forwarding emails
· Make provisions for your absences from the office
· Protect and respect authorship
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-mail
· Don’t use company email systems for personal communication
· Aim for a balance of speed and accuracy
· Keep your messages professional
· Understand that email is not guaranteed to be private
· Don’t WRITE ANGRY
· Don’t send unnecessary Messages
Goodwill Messages 
	A message that enhances the value of a business beyond its tangible assets. It’s made to create a bond of friendship and establish trust and mutual understanding between the writer and the recipient. 
Four Guidelines to apply to emails and instant messages
· Limit the use of abbreviations
· Use a mix of upper and lower case
· Keep conversations to a few people at a time
· Set status flags to away or busy 
Formatting and Writing e-mail
1. Type the email address correctly
2. Compose an action-specific subject line
3. Wrap Text after 70 characters
4. Use a regular mix of upper and lowercase
5. Keep paragraphs and sentences short


Writing a Memo
Date:
To:
From:
Subject:
First paragraph (Opens directly with a polite request and uses active voice)
Body (Explains the opening request offers details and deadline to get job done)
Ending Paragraph (Explains any attachments, cites readers benefits and offers additional info)
Thank You… (Goodwill message express appreciation)
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Direct Approach to Messages:
The approach where the main points are presented in the first paragraph or even sentence. 
Makes your purpose clear from the start, stating the main point in the first sentence before moving on to the details. 
Request Memo
· Put Main Idea First 
· Give a reason for the request or state its benefits
· Introduce multiple requests 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 layout that focuses on your request
· Close in a courteous and efficient manner
Three Elements of an order receipt
· Authorize the purchase and specify the preferred method of shipment 
· Itemize requested merchandise, using a list format
· Close with special instructions and thanks

Three Elements of an effective goodwill message
1. Personal: Handwritten messages convey a genuine feeling
2. Prompt: Send Goodwill messages immediately while the events are still fresh
3. Spontaneous, short and sincere: Avoid sounding cliché 
Inside address and what is included 
	The inside address identifies the person/company to whom the letter is being sent to. It includes Full Name of the person receiving the letter, the person Professional Title, Company Name, Street Address, The City, Provincial abbreviation and postal code
Claim Letter
1. Make your request for an adjustment
2. Identify the faulty item or problem and explain why claim is justified
3. End positively and pleasantly 


Responses
· Determine if you are the right person to handle the response
· Reply as soon as possible
· Begin with good news or the most important piece of information
· Design response to be useful
· Respond within ethical guidelines on company
· Make your closing work for you (avoid clichés like “I hope..” shows lack of confidence. 
Thank You Letters
1. Thank the reader for what he or she has done, given, or proved
2. Include a few details
3. Close with goodwill or a forward-looking remark
Informative Letters
1. Identify what you are sending
2. Briefly summarize the attached document or describe the enclosed materials
3. Point out important details
4. Offer further assistance or tell the reader what happens next



Instructional Letter/Memo
· Clear and accurate
· Precise
· Complete
· User-friendly
· Action Oriented
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Three Types of Subject lines used in bad News Messages
1. Positive, to highlight solutions in problem-oriented messages and persuade readers of the benefits of potentially unpopular policies or changes. Can be used to announce an increase in deductions.
2. [bookmark: _GoBack]Neutral, to signal the topic but without referring to the bad news. Can be used in routine memos to peers and subordinates.
3. Negative, to get the attention for serious internal problems and issues that might be ignored. Can be used to alert the readers about situations for which they are not at fault.



Using the Indirect Approach for Bad News
1. Begin with a buffer
2. Provide a solid, reasonable explanation
3. State the bad news
4. Close with a goodwill statement
Explaining the Bad News
1. Stick to the facts
2. Refer to company policy as needed but don’t hide behind it
3. Use Positive or Neutral words
Bad News Buffers
· Appreciation
· Good or Neutral News
· General Principle or Fact
· Chronology of past Communications
· Statement of agreement or common ground
· Apology or statement of understanding
· Compliment 
Revealing Bad News
1. Put the Bad News in a dependent 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
1. Don’t Repeat the bad News, Remind the reader of past problems, or hint at future difficulty
2. Do offer your good wishes to the reader
3. Don’t invite further correspondence unless you sincerely want contact
SRAF - Authority
Specialty, Reputation, Authority, Familiarity 
Appreciation Letter
1. Opening Identifies relationship and length of association and expresses gratitude
2. Reminds recipient of pledge to customer services and service details and makes this relevant by use of you-attitude
3. Closes with personalized gratitude and forward-looking statement
Appreciation for Hospitality
1. Hand Written on personal stationary
2. Opening identifies the situation and describes it, using personalized details enhanced by you-attitude
3. Closing expresses warm appreciation for hospitality

Direct Writing Plan for a bad news message
· Dealing with someone that you know prefers the direct approach
· When the bad news is expected
· When Critical information might otherwise escape notice
· When the bad news is not serious to the reader
· When it is company practice
· When you want to end business relations
Indirect Writing Pan for a bad news message
· When you don’t know the reader well
· When the bad news is not anticipated
· When you anticipate a strong negative reaction

Inappropriate use of an upbeat buffer
· It may send the wrong message and reader may believe good news is on the way
Techniques to soften impact when delivering bad news
· Put bad news in dependent clause
· Offer alternatives
· Use passive voice
· Use long sentences
· Use Positive Language
· Embed the bad news rather than stating directly
Include or Not Include Contact Information in Bad News Message
· Include only if you want to invite further contact
3 Categories of a Negative Message (ARA)
· Refusal
· Assessment 
· Announcement
Apologize in bad News Message
· Don’t admit fault or liability
· A well worked apology can show you care
· Do not apologize for minor errors or any serious trouble or inconvenience you or the company is responsible for.
Refusing a Claim start with
1. Statement of appreciation
2. Common Ground
3. Understanding 
Letter for turning down job applicant
· Thank the applicant for applying or include general comment on the overall standard of the application. Don’t mislead the applicant. And then end with statement of goodwill. Good wishes for success or a forward looking remark.
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Understand the motivations of your reader
· By anticipating what motivates the readers, the chances of appealing to them are higher.
Persuasive Appeals (LEE)
1. Logic/Reason
2. Emotion
3. Ethics
Benefits of logical appeal when dealing with business people
· People in business are able to justify a decision based on facts, expert opinions, and statistic etc.…
Ending a favor or action request 
· Remind that you are looking forward to a response
· Include Contact Information
Effectively minimize resistance to your request
· By predicting the readers objection you can incorporate clear and compelling counter arguments that refute them in your message
Show that you have a valid Claim in a Claim Letter
· Describe the problem in a calm, logical manner 
· Provide documentation showing what you have done to try to solve the problem up to now.
· Explain what has happened and when
· Supply as many relative details as possible
Three Types of Collection Letters (RID)
1. Reminder Letter
2. Inquiry Letter
3. Demand Letter
Effective Sales Message
· Gain the reader’s attention or interest with a strong lead in


Four Elements in Fundraising Letter
· Identify an important problem
· Show that problem is solvable
· What organization is doing to solve problem 
· Ask For donation
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What to keep in mind when creating a LinkedIn profile
· Professional looking headshot
· Complete Preliminary information
· Thorough and Compelling background summary
· Regular Updates
What to Include in Resume 
· Contact Information
· Education and Experience 
· Objective
· Career Profile
· Summary of Qualifications
· Skills and Capabilities
Standard Resume types
· Chronological Resume is considered standard
Scannable Resume – Keywords
· The more keywords used increases the applicants chance of receiving an interview
Solicited Application Letter 
· Written when a company is hiring and you are responding to their advertisement.
Unsolicited Application Letter 
· Written when you don’t know if the company is hiring, but you are trying to find a job.




STARS Technique – Will help you develop an effective response to behavioral interviews
· Situation 
· Tasks
· Actions
· Results
· Skills
Follow-Up Letter and its Importance
· This shows that you are interested in the position and the company, it can recap your skills and can demonstrate your manners and knowledge of business etiquette. 
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DIRECT Approach: Informational and Analytical Report
· Routine, non-sensitive information related to recurring activities and one-time situations. Expect that readers will support or be interested in what you are saying.

INDIRECT Approach: Analytical Reports
· When you expect some resistance or displeasure on the part of the reader. The more you need to persuade or educate your reader, the more the Indirect Approach is more appropriate.
Three Key Factors to Quality Reports (CCS)
1. Content: Information is organized around readers needs
2. Clarity: Info easy to understand from reader’s POV, and it is well written
3. Skimmability: Organized around effective headings, font is appropriate easy to read
Steps in the Writing Process (PRADIC-R)
· Planning
· Researching/Analyzing Data/ Information
· Composing and Revising


Elements of Informal Report
· Introductory Statement
· Findings
· Summary/Conclusions/Recommendations 

Informational Reports
· Incident Report
· Investigative Report
· Recommendation Report
· Justification Report
· Feasibility Report
· Proposals
· Trip/Conference Report
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Methods of Delivery (MIME)
Manuscript
Impromptu
Memorization
Extemporaneous 
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