Chapter 1: Communication in the Digital Age
Business Communication
1. Inform,
2. persuade 
3. promote goodwill
Knowledge Worker/ Information Worker
· Words, figure, data
· Lifelong learning/ training
· Provide and consume info
· Critical Thinking  (Creative and backed by reason and evidence) & Problem Solving  (understand the problem, generate and select the most feasible ideas, and refine, justify, and implement the solution.)     seem intelligent 
Communication Skills for career success
· To be effective
· General, interpersonal & teamwork / Reading, listening, non-verbal
· Media savvy to protect pers. & corp. rep.
· As important as technical skills
Writing in the Digital Age
· Formal, informative and error-free
· Good for networking
· Be up-to-date with new communication channels
Trend in the Work Place
· Social Media and Changing Technologies: Use email, wikis, podcasts, Facebook or other in professional setting
· Availability 24/7/365
Ethical Business Communication
·  Abiding law
· Speak Truth  & give credit
· Opinion =/= facts
· Objective, inclusive & clear
· Run from gossipers
Internal communication: exchange ideas with coworkers, superiors
External communication: communicating with customer, suppliers, the public
	Advantages

	Oral
	Written

	· Ask questions
· Facial expressions and voice nuances
· Effective in consensus
	· Permanent record
· Gives time to construct good message
· Can be read whenever
· Can be reviewed



	Disadvantages

	Oral
	Written

	· Wastes time
· Work interruption
· No record
	· Preparation time
· Legal Liability





Media Richness: to avoid ambiguity 
Face to face
Video chat
Audio/ Telephone (best for complex issues)
Written
Unaddressed documents
Formal communication channel: Official hierarchy in organizations; memos, press releases
Internal oral network (Grapevine): channels carrying gossip and rumours

Upward flow:feedback, progress, suggestions

	
Horizontal flow: tasks, solve problems	


Downward flow: Procedures, instructions, job plans
Chapter 2: Professionalism: Team  meeting, listening,  non-verbal
Why teams?
· Better Decisions
· Less resistance 
· Increase Productivity
· Reduce risk
Teams:
1. Forming : Find members, built trust
2. Storming: Identify problem, set goals, decision criteria
3. Norming: Discuss alternatives, evaluate outcomes, working together
4. Performing: Chose alternative, control
Groupthink: Group member’s auto-agreeing to one another
Group Decision: 
· Majority, 
· Consensus
· Minority
· Averaging (compromise)
· Authority
Meetings: 
Before: Necessary?
Select participants
Date, location
During: Start on time, encourage participation, deal with conflict, confirm agreement
Nonverbal
-eye contact, facial expression, posture, Time, space
Active listening 
-Probe for more info
-Interpret non-verbal, Posture
-Express appreciation and praise
-Be polite, disagree agreeably
Chapter 3: Intercultural Communication
Definition of culture: Culture is a complex system of values, traits, morals and customs shared by a society. They mould the way we think, behave and communicate

	Low context: North America
	High Context: China, Japan

	· Individualism
· Logical
· Linear
· Action oriented
· Personal Achievement
· Time is precious
· Straightforwardness
	· Collectivism
· Intuitive
· Relational
· Contemplative
· Group values, decisions
· Time is unlimited
· Non-verbal cues



Characteristics and dimension of culture
· Learned
· Inherently logical
· Basis of self-identity and community
· Visible and invisible	
· Dynamic( always changing)
Impede intercultural effectiveness
Cultural self-awareness
X   Ethnocentrism
X   Stereotypes: Oversimplified behavioural patterns applied uncritically to groups. Fixed and Rigid
X   Prejudice: Stem from developing a rigid attitude from stereotypes
X    Prototypes:  Mental representations based on characteristics that are flexible and open to new definitions (Generally accurate but might not apply universally and may change overtime.) 
Tolerance vs. Acceptance and Empathy
Achieving Intercultural Competence
· Descriptiveness: Concrete and specific feedback
· Non judgementalism: Positive attitude to prevent defensive reaction
· Supportiveness: Using head nods, eye contact, facial expressions, physical proximity
Diversity:
	-Training
	-Value in differences
	-Don’t assume anything
Dimensions of Culture
· Power distance: Distribution of power in a culture
· Uncertainty Avoidance: Societies intolerance for ambiguity and unstructured situations
· Individualism vs. Collectivism (see above)
· Masculinity Vs. Femininity: Distribution of emotional rales and values between genders
· Short term vs. Long term: Degree to which a society is focussed on the future, the past and the present
	Visible culture
	Invisible culture

	· Dress
· Words 
· Gestures
· Body
· Language
· Outward behaviour
	· Beliefs, values, worldviews, religious, leadership
· Attitudes and biases(elders, minorities, gender age)
· Feelings and fears (strangers, fears)
· Upbringing (touch, courtesy, conduct)



Enhancing Oral communication:	
Eye messages, accept blame, don’t interrupt, smile, encourage feedback
Enhancing Writing communication: 
Short sentences, titles &ranks, avoid expressions, be clear.
	Diversity

	Advantages
	Challenges

	· Consumers want trends and value diversity
· Work Teams effective problem solving
· Business organizations Less lawsuits and conflicts
	· Divisiveness: disenfranchised
· Discontent: prejudice  and  sexism
· Clashes: Discrimination in hiring and promotions






Chapter 4: Planning Business Messages
Communication process:
1. Sender
2. Encoding
3. Message and channel
4. Decoding
5. Receiver
6. Response/reaction
7. Feedback
Business writing should be purposeful, economical and audience oriented
The 3x3 writing process:
1. Prewriting (25%)
· Analyze :task, purpose, channel
· Anticipate :audience, questions, reactions
· Adapt: promote feedback
2. Drafting,(25%)
· Research: prior knowledge
· Organize: direct, indirect
· Draft: active voice,  precise, concise
3. Revising (50%)
· Edit: grammar and shit
· Proofread: spelling, formatting
· Evaluate: Will it achieve the purpose?
Writing techniques to adapt to your audience:
	-Spotlight audience Benefits
	-You view: Receiver focussed
	-Conversational but professional (not overly formal)
	-Positive rather than  negative
	-Expressing courtesy
	-Bias free language
	-Plain language (commensurate vs. equal)
	-Precise but vigorous


Team Writing
Wikis, email, IM, google docs…
What can you praise?
Do you understand the purpose?
Is it logical?
Suggestions  be polite
Bypassing: When people miss each other’s messages because they interpret different meanings (probably, never, maybe, always)
Frames of reference
Lack of language skills
Distractions: environmental, emotional, physical

Chapter 5+6 : Organizing, Drafting and revising Business Messages:
Informal research: 
· Talk with your boss.
· Interview the target audience
· Search your company files.	
· Conduct an informal survey
Formal research:
· Electronic sources, databases, internet,
· Books, magazines, directories
· Primary sources (surveys, observations)
· Experiments
Brainstorming
4. Define the problem
5. Time limits
6. Quota
7. Require contribution
8. Wild thinking
9. Write ideas
10. Organize  dataCheck for :
Fragment, run-on, comma splice, dangling modifiers, misplaced modifiers
8word sentences, 8 sentences per paragraph
Use passive voice to soften bad news.
Stress important ideas by putting them first in the sentence
No cliché, no trite, no slang, no buzzword, no bury verbs, no exuberances such as actually.
No useless words



Direct= low context, positive
Main
Limiting
Support
Pivoting
Limiting, 
Main
Support
Indirect =high context, negative
Support
Main

	Email, Memo, letter
	1. Opening
2. Body
3. Closing

	Procedure
	1. Step1
2. Step2
3. Step3

	Informational report
	1. Introduction
2. Facts, Findings
3. Summary

	Analytical report
	1. Introduction
2. Facts, Findings
3. Conclusion
4. Recommendations

	Proposal
	1. Introduction
2. Proposed solution
3. Staffing
4. Schedule& costs
5. Authorization


Chapter 7: Short workplace messages and digital media
Memos: Not long, permanent record
Formality
Inform employees
Email:
	Emails

	For
	Not for

	· Short, informal messages, requests
· Messages to multiple receivers 
· Messages that must be saved 
· As a cover document when sending longer attachments
· Have a signature block
· Greet, subject line
· Answer in 24 hours
· Obtain permission before forwarding
· Resist humour
· Contact info
· Due dates

	· Not a substitute for face to face conversation
· If poorly done  waste of time
· Leaves a trail on servers within and outside organizations
· If too long, do attachment
· Formal because permanent



Down – editing: involves inserting your responses into parts of the incoming message when replying to emails
Podcast (broadcasting + iPod): no live presence
Blogging: 1 way, viral marketing, Public relations
Social Media
RRS feed
IM : Work distraction, phishing, evidence in lawsuits, don’t damage the rep, know when to say good bye, don’t use slang and jargon
Wikis: multiple users collectively create
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Direct Letter: block style

	Request Message:

	Request Response

	Opening: Question or polite command
Body: explain logic, reader’s benefits, info
Close: Call for action. Date, Appreciation
	Subject line
Opening: Put main idea or good news
Body: Answer asap if you’re the right person, explanations, promote
Closing: no cliché, help with specifics 
Anticipate, lay out properly


Customer comments on Social Media + Adjustment message to salvage customer’s trust
Be friendly and professional, don’t argue, insult or blame, correct mistakes
State your name and position
Should not answer all of them, but if you do answer in 24h
Correct misinformation, give instructions (command) to direct complaints(agree, what you want done, own up to your mistakes, keep a copy)
Close with goodwill to keep the relationship alive
Avoid negative language, appreciate them

Goodwill Messages
Short
Selfless
Specific
Sincere
Spontaneous
Reply to them with modesty doe.
Death
Praise them, Hand written, Understand 


-----------------------------------------------------------




Chapter 9: Negative Messages
Defamation: false statement to harm someone’s reputation
Libel: Abusive written language
Slander: Abusive spoken Language
Good-guy Syndrome: wanting to make ourselves look better to make the receiver feel better  legally dangerous.   Express yourself as the organization
Careless language: “the factory is too hazardous for tour groups”
1. Buffer
Best news
Compliment/ appreciation
Agreement
Facts, 
Understanding
Don’t raise false hopes and 
Apologise sincerely
a. Recognition: acknowledge
b. Responsibility: personal
c. Remorse
d. Restitution: what you will do about it
e. Repeating: promise to change and do it
2. Reason
Explain
Cite, benefits
Explain policy
Show fairness and intent  be positive
3. Bad news
Imply the refusal if possible
Suggest alternative

	Direct
	Indirect

	When you know the reader well
Bed news is expected
Not serious
Terminate a relationship
1. One sentence for bad news
2. Explain
3. Alternative
4. Goodwill (omit bad news)


	Don’t know the reader
Unexpected Bad news 
Strong neg reac
Passive
1. Buffer
2. Explain
3. State bad news
4. Goodwill







Chapter 10: persuasive and sales messages
What is persuasion: It’s a symbolic process that attempts to influence a choice.
6 principles of Direct Human Behaviour: 
1. Reciprocation: win-win
2. Commitment: do it until the end.
3. Social Proof: he’s doing it, so should you
4. Liking: I like you, plz do it
5. Authority: you’ll get fired if you don’t
6. Scarcity: limited time only!
How to persuade?Don’t sound preachy or condescending
Don’t use your rank
Be positive and enthusiastic
Be fair and be nice to those that are more powerful

· Establish credibility
· Request reasonably
· Tie facts to benefits
· Recognize power loss
· Expect and overcome resistance
· Compromise and come with solution
Put in some good AIDA Strategy
Attention (opening): complement, question, problem
Interest (body): focusses on features and benefits to the reader
	Direct: If…then…
	Indirect: You could bring this to the table and we would appreciate that.
Desire (body):motivate them to act, anticipate objections, expertise
Action (closing): “for a limited time only”, close the sale, make action seem easy “with one simple phone class”, offer incentives “ get a second one for free”
***BE CAREFUL: if you are dishonest or you manipulate, its unethical. Doublespeak is twisting the meaning of words. Don’t resort to anger.
Types of Appeals:
Rational: You can buy the things you need and want, pay household bills, and pay off higher-cost loans and credit cards—as soon as you are approved and your 
credit card account is opened.

Emotional: Leave the urban bustle behind and escape to a sun-soaked Bermuda! To recharge your batteries with an injection of sun and surf, all you need are your bathing suit, a little sunscreen, and your credit card.
Dual: New Choice Credit cardholders are immediately eligible for a $200 travel certificate and additional discounts at 
fun-filled resorts. Save up to 40 percent while lying on a beach in picturesque, sun-soaked Bermuda, the year-round resort island.
Sales Letter
Before
· Study the product, Know it
· Audience’s needs?
· Aim for ethical pitch
· Consider details (timing, tone)
The letter 
1. Gain attention
2. Introduce the Product
3. Make it desirable
4. Ask for action
Make sure to…
Catchy subject line
Keep the main info on top
Short and concise
Testimonials
Means to opt out
Press releases
· Attention
· (who what when where why)
· Appeal
· Important info
· Intrigues or quote
· Visually appealing
· Look and sound credible


Chapter 11: Reporting in the digital-age workplace
Types of reports
· Informational (+rec)Graphics:
Table: should fit in one page
Matric, word table
Pie chart
Bar charts with segments( stacked like 215) and deviations(pos and neg)
Line graph: grouped line graph
Flow chart
Organizational chart (old navy)


· Analytical
Organizational strategies:
· Direct
· Indirect
Writing style:
· Formal
· Informal
Report Formats
· Letter
· Memo & email
· Manuscript
· Forms and templates
· Digital 
Document and Cite
· Strengthen your argument
· Protect yourself against plagiarism
· Save time
Copyright: 
· Copyright Act: creators have to sole right to their publication
· Copyright: right to copy
· Fair dealing: exception to copyright including criticism, review, private studies…
*** ask for permission, not just a footnote.
MLA (smith, 2010)
APA (smith, 2010, p.100)



Chapter 12: Informal Business Reports
Data: measures of central tendency, correlations, grip, Decision matrix
Conclusions=/ = finding=/= recommendation
Ordering information logically:
· Time
· Component
· Importance
· Criteria
· ConventionHave at least one per page
Capitalize

Headings: 
Function headings, 
Talking headings
Combination
	Informal Business Reports 

	Informational: non routine, case by case
	Analytical

	· Investigative
· Activity reports: recurring
· Progress reports:updates
· Job completion: gives closure
· Summary reports/ trip reports
	· Recommendation report: all possible alternatives
· Justification report: justify decision
· Feasibility report: project or alternative, big risk
· Proposal: presents idea
· Yardstick: compare two solution to a prob



Chapter 13: Proposal, business plan, Formal reports
Proposal
Solve problems, sell goods, or provide service
Model contract: sample contract often sent along with proposal that can be returned when signed
Request of proposal( RFP) :Open call for submissions to provide services or good to address a problem that a company is having

	Informal proposal
	Formal proposal

	Intro
Background
Proposal, plan , schedule
Staffing
Budget
Authorization report
	RFP
Letter of transmittal
Abstract or summary
Title page
Table fo contents
List of figures
Intro
Background
Proposal, plan, schedule
Staffing
Budget
Authorization request
appendix


Grant proposal: for funding for charities, education, non-profits
	-abstract
	-how can funding help
	-budget
-plan	
Business plan: to start a business
· Letter or transmittal(letter format, who authorizes?, overview, pri+sec sources, discuss, signature)
· Mission
· Executive summary
· Table of contents
· Product
· Market analysis
· Operations management
· Financial analysis
· Appendices
	Informal report
	Formal report

	· Intro 
· Body
· Conclusion
· recc
	· Cover(heavy paper binders)
· Title page(title in caps, author and receivers name, title and org, date)
· Letter of transmittal(authorization)
· Table of contents
· List of figures
· Exec summary
· Intro
· Body
· Conclusion
· Recc
· Appendix
· references


Reports



Chapter 14: Business Presentations
Briefings: overview
Reports: Status update
Podcast: pre-recorded audio
Virtual presentations: presented on online communication channels
Webinars; online courses
**** Know your audience and your purpose
Intro: establish credibility, main points, get involved + attention
Body: ChronologyTypes of visual aid:
· Video
· Prezi
· Multimedia slides
· Handouts (at the end)
· Whiteboard


· Geography, space
· Topic
· Compare and contrast
· 5W
· Value/ size
· Importance
· Problem Solution
· Simple complex
· Best/worst case scenario
Conclusion
Summarize
Food for thought, take away
Leave gracefully
---------------------------------------
NON VERBAL!!!
Imagery: analogy, Metaphor, Simile, anecdote, stats
Telephone skills (name the person, identify yourself, explain why)
X confidential info but identify yourself immediately
Speak slowly in low conversational tone. 
Concise, friendly, quiet areas
Chapter 15: Job search and resume
Resume
Analyse yourself
Develop a Job search strategy
Create a customized Resume
Know the hiring process
Check niche sites Most jobs are hidden 50% -80%
Check social media
Check alternate job titles

Use linked in
Job boards
Company websites
Network
Cover letter
Solicited: name of employee, source , job title and qualifications
Unsolicited: Show knowledge, background
Ask for an interview, make it easy to respond.
Don’t sound self centered, use quality paper, proofread
Keywords!!!

Chapter 16: type of Interviews
· Screening interviews
· One on one interview
· Panel interview
· Group interviews
· Sequential interviews
· Stress interviews
· Virtual interviews\
How to prepare: 
Before: clean your social media, stand out even on the phone, dress up
During:
Start technique(situation, task, action, result)
After: follow up if you haven’t heard of them in 5 days
Employment documents
Application form
Resume and follow up
Rejection follows up
[bookmark: _GoBack]Job acceptance and rejection letter
Resignation letter
LETTERS OR MEMOS

	Memos:

	Letter

	Header: 
Date
To
From
Subject

Message:
Opening:5W
Body
             Closing: call for action courtesy

           Salutations
           sign
	Header:
From
To
Date
Salutation
Subject:
Message: 

Salutations
sign
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QUEEN’S AVENUE
VETERINARY
/| HospiTAL

640 Queews Avenue, Vicror, BC VBT 1M1

Letterhead

Dateline —————————— September 15, 2016

Inside address —————————s Mr. and Mrs. Michael Moreno
1235 Gladstone Avenue
Victoria, BC V8T 1G5

Salutation ——————————a Dear Mr. and Mrs. Moreno:

Optional ————————s Subject: Welcome to Queen's Avenue Veterinary Hospital!

subject line , ) )
——= We are grateful that you have chosen Queen's Avenue Veterinary Hospital for

your pet's veterinary care. You can be sure that we will provide you with the
best veterinary care possible, including an attentive and sensitive hospital
staff to serve you and your pet.

Your pet will receive the finest care at one of the few hospitals in the Victoria

region recognized as a full member of the Canadian Veterinarian Medical Association
(CVMA). This organization requires the very highest standards for small animal
medicine and surgical care.

Our hospital also provides a wide variety of more extensive services. We offer hospital-
ization and intensive care for seriously ill pets. Ultrasound and X-ray facilities are
Body available. All X-rays taken are reviewed by a board-certified veterinary radiologist.

The best way to keep your pets healthy and happy is through preventive care. One of
the most important services we provide is the annual physical examination. We check
all your pet's vital systems, create a baseline of health, and proactively catch any
situations that need attention. Other basic services include vaccinations, deworming,
dental cleaning, geriatric physicals, and toenail trims. For your convenience, animals
may be dropped off if you are unable to schedule a specific appointment time.

It was a pleasure meeting you and your pet. Please know that we are available

anytime you have questions regarding your pet's health. We promise to do our best

to practice outstanding veterinary care, communicate clearly, and earn your trust.

As we discussed, please call Cheryl at (778) 455-3401 to schedule your pet for an annual
——e physical examination.

Complimentary
clos¢ ————————a Sincerely,

Organization ————————s QUEEN'S AVENUE VETERINARY HOSPITAL

frame Lawwa M. Bernstein

Author’s name ————————a Laura M. Bernstein, DVM

Reference initials ———————e LMB:cef




