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M-commerce (mobile technology business)
E-commerce (Internet- based business)

Osborn-Parnes Creative Problem Solving Process
1. Explore the challenge: Identify the challenge, gather information and clarify the problem.
2. Generate Ideas: come up with many ideas to solve the problem, and pick the most promising ideas.
3. Implement Solutions: select and strengthen solutions, and plan how to bring your solution to life and implement it. 

Skills Job Seekers should offer (Highest to Lowest)
· Written/oral communication
· Critical thinking/analytical reasoning 
· Ability to analyze and solve complex problems
· Ethical decision making
· Teamwork skills
· Innovation and creativity
· Ability to locate and evaluate information
· Understanding of statistics

Communication and Collaborative Technologies 
· Cloud computing and Web 2.0
· Telephony: Voice over internet protocol (VoIP)
· Voice Recognition
· Voice Conferencing
· Open Offices
· Smart Mobile devices and convergence
· Presence Technology
· Web Conferencing
· Videoconferencing 
· Electronic Presentations
· Social Media
· Collaboration with Blogs, Podcasts, and Wikis

Rules for sharing open workspaces
1. Don’t hang around
2. Limit chitchat
3. Don’t sneak up on anyone
4. Don’t eavesdrop(secretly listening to conversation) or otherwise spy on others
5. Speak in a soft voice
6. Wear headphones


Internal Communication: exchanging ideas, messages with superiors, co-workers and subordinates. 
Functions of internal communication: clarify procedures, policies, inform management of progress, develop new products and services, persuade employees or management, coordinate activities, and evaluate & reward employees.

External Communication: communicating externally with customers, suppliers, government, and the public.

Functions of External communication: answering inquiries about products or services, persuading customers to buy products or services, clarifying supplier specifications, issuing credit, collecting bills, responding to government agencies, and promoting positive image of the organization. 

Communication advantages

Oral: 
· Opportunity to ask questions immediately for clarification
· Enables communicators to see facial expressions and hear voice expressions
· Efficient method to develop consensus when many people are involved
· Promotes friendship

Written:
· Provide a permanent record 
· Enables communicators to develop an organized , well considered message
· Is convenient
· Can be composed and read when the schedules of both communicators permits
· Can be reviewed

Communication disadvantages

Oral: 
· Lacks permanent record
· Does not promote easy recall



Written:
· Leaves a paper trail 
· Requires skills and effort to produce
· Lacks verbal cues and warmth
· Cannot be immediately modified based on audience feedback
· May seem impersonal

Media Richness and Communication Effectiveness 

Media Richness highest to lowest
· Conversation Meeting
· Video conferencing IM or chat, with video, and audio
· Telephone
· Blogs, chat, message boards, IM
· Letter, memo,note,e-mail
· Spam, newsletter, flyer, bulletin, poster

Communication Effectiveness  (Most effective to least effective)
· Face-to-face
· Video
· Audio
· Written, addressed
· Unaddressed documents 


Information Flow in Organizations (Formal Communication)
· Downward communication: from management to subordinates. They are about policies,procedures, directives, job plans, mission goals, motivation
· Horizontal communication: among workers at same level. They are about task coordination, problem solving, conflict resolution , idea generation, team building, goals clarification
· Upward communication: from subordinates to management. They are about product feedback, customer data, progress reports, suggestions, problems, clarification 

Improving downward Information flow: management speaks directly to employees, through company publications, announcement, meetings, videos, podcasts. Managers let workers know how well the company is doing.

Improving upward information flow: hiring communication coaches to train employees, asking employees to report customer complaints, encouraging regular meetings with staff, providing a trusting, non-threatening environment, offering incentive programs.

Improving horizontal information flow: training employees in teamwork and communication techniques, establishing reward systems based on team achievement rather than individual achievement, encouraging full participation in team functions



Types of Barriers blocking the flow of communication in Organization
· Turf wars
· Closed communication climate
· Top-heavy organization structure
· Long lines of communication
· Lack of trust between management and employees
· Competition for power, status, and rewards
· Fear of reprisal for honest communication
· Differing frames of reference among communicators
· Lack of communication skills
· Ego involvement

Informal Communication Channels
Using the Grapevine Productively
-       Speedy source of organization information
-       Accuracy rating of 80% or more for grapevine transmissions
-       Managers can use grapevine productively by:
-       Respecting employees desire to know
-       Increasing the amount of information delivered through formal channels
-       Sharing bad and good news
-       Monitoring the grapevine
-       Acting promptly to correct misunderstandings  


Responding ethically to Office Gossip
· Run, don’t walk, away from anyone who starts to gossip
· End rumours about others
· Attack rumours about yourself
· Keep confidences
· Limit the personal tidbits you share about yourself and keep them on the light side
· Avoid any form of co-worker belittlement
· Build co-workers up, don’t tear them down. 

Ethics definition: standards of right and wrong. These standards usually consist of rights, obligations and benefits to society. Also, virtues, such as fairness, loyalty, and concern for others.


What Ethical Communicators do (ethical goals)
· Abiding by the law: using internet copyright laws. Knowing the laws in your field and follow them.
· Telling the truth: 
· Labelling opinions: labelling opinions as if they were facts is unethical
· Being objective: 
· Communicating clearly
· Using inclusive language
· Giving credit
 
5 questions to guide ethical decisions (the tools for ethics)
1. Is the action legal?
2. Would you do it if you were on the opposite side?
3. Can you rule out a different option?
4. Would a trusted advisor agree?
5. Would family, friends, employer, or co-workers approve?
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What do digital employers want? 
· They are typically interested in 4 key areas: education, experience, hard skills and soft skills.
· Hard skills: technical skills in your field
· Soft skills: oral and written communication skills but also active listening skills, appropriate nonverbal behaviour and proper business etiquette. 

Why form teams?
· Better decisions: different perspectives, decisions are accurate and effective
· Faster response: acting fast to solve a problem
· Increased productivity: 
· Greater buy-in: 
· Less resistance to change:
· Improved employee morale: (builds relationships between employees)
· Reduced risks:
· 

Collaborating in virtual teams: to collaborate with fellow workers in other cities and even other countries and this is referred to as virtual teams. 


The 4 phases of team development in decision making (FSNP)
1. Forming: select members, become acquainted, build trust, form collaborative culture
2. Storming: identify problems, collect and share information, establish decision criteria, prioritize goals.
3. Norming: discuss alternatives, evaluate outcomes, apply criteria, prioritize alternatives
4. Performing: select alternatives, analyze effects, implement plan, manage project


Positive and Negative Group Behaviours:

Positive: setting rules and abiding by them, analyzing tasks and defining problems, contributing information and ideas, showing interest by listening actively, encouraging members to participate.

Negative: blocking the ideas of others, insulting and criticizing others, wasting the groups time, making improper jokes and comments, failing to stay on task, withdrawing, failing to participate. 

Groupthink: This is a term to describe faulty decision-making process by team members who are overly eager to agree with one another. Several conditions can lead to groupthink such as member with similar background, lack of systematic procedures, demand for a quick decision

Reaching group decisions
· Majority: group members vote and majority wins
· Consensus: discussion continues until all team members have aired their opinions and ultimately agree.
· Minority: a subcommittee investigates and makes a recommendation for action
· Averaging: members haggle, bargain, wheedle, and negotiate to reach a middle position, which often requires compromise.
· Authority rule with discussion: the leader, boss, or manager listens to team members ideas but the final decision is his or hers.

Successful team characteristics
· Stay small and embrace diversity
· Agree on purpose
· Agree on procedures
· Confront conflict
· Communicate effectively
· Collaborate rather than compete
· Accept ethical responsibilities
· Share leadership


Six steps for dealing with conflict
1. Listen to ensure you understand the problem
2. Understand the other’s position
3. Show a concern for the relationship
4. Look for areas of mutual agreement
5. Invent new problem-solving options
6. Reach a fair agreement, choose the best option

Deciding whether a meeting is necessary
· Selecting participants: meeting purpose and number of participants. 
· Distributing advance information: date and place of meeting, start time and end time, brief description of each topic
· Using digital calendars to schedule meetings
· Getting the meeting started: goal and length of the meeting, background of topics or problems, possible solutions
· Moving the meeting along
· Participating actively and productively: arrive early, come prepared, have a positive attitude, contribute respectively, wait for others to finish,help summarize, follow up
· Handling conflict in meetings
· Ending and following up

Using effective practices and technologies in virtual meetings
· Audioconferencing 
· Videoconferencing
· Web conferencing

Understanding web conferencing
1. E-mail contact
2. Virtual meeting
3. Design collaboration 

Planning and participating in productive meetings
Before the meeting: consider alternatives, invite the right people, distribute an agenda, use a calendar program, train participants on technology
During the meeting: start on time and introduce the agenda, appoint a secretary and a recorder, encourage participation, confront conflict frankly, summarize along the way
Ending the meeting and following up: review meeting decision, distribute minutes of the meeting, remind people of action items





Types of workplace listening:
· listening to supervisors
· Listening to colleagues and teammates
· Listening to customers

Listening to customers: comparing trained and untrained listeners

Untrained listeners: tune out some of what the customer is saying because they know the answer, focus on style and they mentally dismiss grammar, voice tune and speaking style. Tend to listen mainly for facts and specific bits of information. Attempt to take in everything being said. Divide their attention among two or more tasks because listening is automatic. Tend to become distracted by emotional words and have difficulty controlling anger. Interrupt the customer and they give few if any verbal responses.

Trained listeners: defer judgement, listen to the customers feelings and assess the situation, pay most attention to content, listen completely, listen primarily for the main ideas and avoid replying to everything, do one thing at a time, control their anger, are silent for a few seconds after speakers finish to let them complete their thought, give affirming statements and invite additional comments. 

Ten keys to building powerful listening skills
1. Control external and internal distractions
2. Become actively involved
3. Separate facts from opinions
4. Identify important facts 
5. Avoid interrupting 
6. Ask clarifying questions
7. Paraphrase to increase understanding
8. Capitalize on lag time
9. Take notes to ensure retention
10. Be aware of gender differences 

How to improve listening skills
· Stop talking
· Work hard at listening
· Block out competing thoughts
· Control the listening environment
· Maintain an open mind
· Paraphrase the speaker’s ideas
· Listen between the lines
· Distinguish between facts and opinions
· Capitalize on lag time
· Use memory devices
· Take selective notes

Communicating nonverbally (Sending positive nonverbal signals in the workplace)
· Eye contact
· Facial expressions
· Posture and gestures
· Time
· Space
· Territory
· Appearance of business documents
· Appearance of people

Four space zones for social interaction
1. Intimate zone (0.3 - 0.5 meters)
2. Personal zone (0.5 - 1.3 meters)
3. Social zone (1.3 - 3.5 meters)
4. Public zone (3.5 meters or more)

How to gain etiquette edge
· Use polite words
· Express sincere appreciation and praise
· Be selective in sharing personal information
· Don’t put people down
· Respect coworker’s space
· Rise above others’ rudeness
· Be considerate when sharing space and equipment with others
· Choose the high road in conflict
· Disagree agreeably 

Projecting professionalism when you communicate
Speech habits: 
E-mail: add a subject, check for verbs and punctuation 
Internet: e-mail address should include your name or business like expression 
Voicemail: an outgoing message that states your name and phone number in order to leave a message 
Telephone presence: a quiet background when answering the phone
Cell phone, tablets: turning off during the meeting
Texting: sending appropriate business text messages only if necessary
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Trends fuelling globalization (Globalization of markets)
· Stagnating or declining domestic markets
· Favourable trade agreements and removal of trade barriers 
· Growing middle classes in emerging economies
· Advancements in transportation and logistics
· Information and communication technology breakthroughs

Culture: can be defined as the complex system of values, traits, morals, and customs shared by a society. 

Characteristics of culture
· Culture is learned: rules, values, and attitudes of a culture are learned and passed down from generation to generation.
· Cultures are inherently logical: the values and beliefs in any culture act as normative forces
· Culture is the basis of self-identity and community: it is how to tell the world who we are and what we believe
· Culture combines the visible and invisible:our body language, gestures, and the way we dress. The invisible structure of culture vastly outnumbers the visible.
· Culture is dynamic: culture changes over time due to advancements in technology and communication

Culture combines the visible and invisible
· Visible culture: dress, words, gestures, body language, outward behaviour
· Invisible culture: feelings and fear, beliefs and values, attitudes and biases, upbringing

Comparing Low and High context cultures
· Lower context: tend to prefer direct verbal interaction, tend to understand meaning at one level only, are generally less proficient in reading nonverbal cues, value individualism, rely more on logic, say no directly, communicate in high structured and detailed messages with literal meaning, give authority to written information. Example: Swiss, german, northern european, canadian, australian, central european

· Higher context: tend to prefer indirect verbal interaction, are more proficient in reading nonverbal cues, rely on feeling and context, talk around point and they avoid saying no, communicate in simple and sometimes ambiguous messages, understand visual messages readily. Example: Asian, Arabian, south european, african, south american.
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Culture , can be defined as the complex systems of values, traits, morals and customs shared by a society. It's a force that moulds the way we think, behave and communicate. 
· Culture is learned.
· Cultures are inherently logical: the rules in any culture reinforce that culture’s values and beliefs.
· Culture is the basis for (self identity)  how we tell the world who we are and what we believe.
· Culture combines the visible and invisible. 
· Cultures are dynamic: Overtime cultures change, due to advancement in technology and communications. 
· 5 key dimensions of culture are: context,individualism, time orientation, power distance, and communication style.

Low context cultures: 
· they assume that messages must be explicit and the listeners rely mostly on written or spoken words.
·  They are tend to be logical, analytical and action oriented.
· They follow individualism
· Time oriented
· Ex: north america, scandinavia 

High context culture:
·  Much is left unsaid based on the assumption that the listener is already has context and doesn't require much background information. 
· They pay attention to more than spoken or written words.
· They follow collectivism
· Non time oriented.
· They emphasize interpersonal relationships, non verbal expression, physical and social settings. For example a japanese communicator may say yes when he really means no. the context, tone, time taken to answer, facial expression, and body cues would convey the meaning of yes. 
· Ex: (Japan, China)
· 
Power distance: 
· how people communicate with hierarchy. 

Globalization and the trends that are fuelling it: 
· Markets go global (multinational companies are finding it extremely important to adapt to other cultures. 

Major trends that fuel globalization: 
· Favourable trade agreements
· Growing number of middle class consumers in emerging countries
· Transportation advancements
· Information and communication technologies

Strategies for improving intercultural effectiveness:
· (Curbing ethnocentrism)Ethnocentrism: the belief in the superiority of one’s own race. It causes us to judge others by our own values.
· Building cultural self awareness
· Understanding generalization and stereotyping
· Being open minded (be tolerant) some job descriptions now include statements such as (must be able to interact with ethnically diverse personnel)
· Saving face: face refers to the image a person holds in his or her social network.

Successful nonverbal intercultural communication:
How non verbal cues affect communication:
· In western culture people perceive silence as negative.  However Japanese admire silence and consider it a key to success. 
· Three attitudes for achieving intercultural competence are; descriptiveness, non judgmentalism, and supportiveness.

Improving conversations in intercultural environments:learn a few phrases in their language. Speak easy english, use short sentences, avoid using long, complex words. 
· Observe eye messages: be alert to wandering eyes.
· Encourage accurate feedback and encourage the listeners to paraphrase what you said.
· Accept blame
· Listen without interrupting
· Smile when appropriate
· Follow up in writing
Improving written communications for intercultural audience: 
· Use short sentences and short paragraphs
· Observe title and ranks (use titles, last name, and other signals of rank and status.
· Avoid ambiguous expressions
· Avoid words that have many meanings
· Use correct grammar
· Cite numbers using figures (such as 12)

Diversity and its advantages:
Communication among the various identity groups bring distinct advantages in three areas. 
· 1) consumers: A diverse staff is better able to read trends and respond to the increasingly diverse customer base in local and world markets. 
· 2) work teams: team members with different backgrounds may come up with more creative and effective solutions. 
· 3) Business organizations: companies that set aside time and resources to cultivate and capitalize on diversity will suffer fewer discrimination lawsuits. 

Diversity and discord:
· Older employees feel that the deck is stacked in favour of younger employees.
· Some women feel that they are the victims of sexual harassment, unequal wages, sexism.

Improving communication among diverse workplace audience:
· Seek training
· Understand the value of differences
· Don’t expect conformity: gone are the days when businesses could say, “this is our culture” conform or leave
· Make fewer assumptions
· Build on similarities
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	Even though we have gotten used to email, instant messaging, texting twitter and other interactive media, the nature of communication remains unchanged. In its simplest form, communication may be defined as transmission of information and meaning from a sender to a receiver. The process is successful only when the receiver understands an idea as the sender intended it.

The communication process: 
1) Sender has an idea, clarify idea, decide on purpose of message, how it can best be presented, anticipate effect on receiver.
2) Sender encodes message == consider receiver’s background(communication skills, culture, experience, context), choose concrete words and appropriate symbols, encourage feedback.
3) Selects channel and transmit message == consider importance of message, choose a channel that the receiver prefers, thinks of ways to reduce channel noise and distractions, be aware of competing messages. Anything that interrupts the transmission of a message in the communication process is called noise. Ranging from weak internet signal to sloppy formatting and typos in the email.
4) Receiver decodes message  == receiver should avoid prejudging message, strive to understand both verbal and nonverbal cues, ignore distractions,create receptive environment,  expect to learn.
5) Feedback return to sender == craft clear and complete response that reveals comprehension of message meaning. receiver becomes the sender.
Senders can encourage feedback by asking questions such as, Am i making myself clear? Is there anything you don’t understand?

Barriers that create misunderstanding: 
1) Bypassing: each of us attaches a little bundle of meanings to every word, and these meanings are not always similar. Bypassing happens when people miss each other with their meanings.
2) Differing frames of reference: when you bring your own biases and expectations to any communication situation, because your frame of reference is different from everyone else, you will never see things exactly the way others do.
3) Lack of language skills: no matter how extraordinary the idea is, it won't be understood or fully appreciated unless the communicators involved have good language skills.
4) Distractions: emotional interference, physical distractions, and digital interruptions. Both sender and receiver should focus on the content of the message and try to remain objective. 


3x3 Writing Process:
            Prewriting (25%)
·         Analyze
·         Anticipate
·         Adapt
           Drafting (25%)
·         Research
·         Organize
·         Draft
         	Revising (50%)
·         Edit
·         Proofread
·         Evaluate

Analyzing and anticipating the audience: 
Analyzing the purpose of writing, anticipating how the audience will react and adapting the message to the audience.
1) Determining your purpose: why am I sending this message? What do I hope to achieve? Many business messages do nothing more than inform. Some are meant to persuade, selling products, convince managers, motivate employees, and win over customers. 
2) Anticipating and profiling audience: what is the reader or listener like/ how will that person react to the message? What are my personal and professional relationships with this person? What position does this person hold in the organization? Should i expect a neutral, positive or a negative response to my message? How must I reshape my message to make it understandable and acceptable to others to whom it might be forwarded. 
3) Making choice based on the audience profile.
4) Selecting the best channel: selecting channel depends on importance of the 
           message, amount and speed of feedback and interactivity required, necessity of   a permanent record, cost of the channel, degree of formality desired, confidentiality and sensitivity of the message. Also receiver’s preference and level of technical experience. 
[bookmark: _cn1lumvs8jhz]Using expert writing techniques to adapt to your audience: 
adaptation is the process of creating a message that suits the audience. Featuring audience benefits, sounding conversational but professional, and using positive, courteous expression. Using bias free language and preferring plain language with familiar but vigorous words. 
1) Spotlighting audience benefits: always stress the benefit to the audience of whatever it is you are trying to get them to do. Adapting your message to the receiver needs means, putting yourself in that person's shoes. It is called empathy. Empathic 4senders think about how a receiver will decode a message. 
2) Developing the you view: emphasizing second-person pronouns (you, your) instead of first-person pronouns (I/we,us,our). Whether your goal is to inform, persuade, or promote good will.(but don't overuse the second person pronouns. Ex: because your ideas count, please complete the attached survey about health benefits. 
3) Sounding conversational but professional: conveys informal, conversational tone instead of formal, pretentious tone
4) Being positive rather than negative:positive messages are uplifting and pleasant to read. Positive wording tells what is and what can be done rather than what is not and what can't be done.
5) Expressing courtesy: avoid expressions such as you should, you must, you have to. Use will you please instead. 
6) Employing bias-free language:be cautious about expression that might be biased in terms of gender, age, ethnicity, race or disability.
7) Preferring plain language and familiar words: 
8) Using precise, vigorous words 
[bookmark: _4clzm2s0sfwn]
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1) EXPLAIN HOW TO GENERATE IDEAS AND ORGANIZE INFORMATION TO SHOW RELATIONSHIPS.
Steps to produce best results in brainstorming process
· Define the problem and create an agenda that outlines the topics to be covered
· Establish time limits, remembering that short sessions are the best
· Set a quota, such as minimum of 100 ideas
· Require every participant to contribute ideas. 
· Encourage wild thinking. Allow no one to criticize or evaluate ideas
· Write ideas on flipcharts or on sheets of paper hung around the room
· Organize and classify the ideas, retaining the best
Grouping ideas to show relationships: Organizing ideas include two processes: grouping and strategizing. Skilled writers group similar ideas together. Then they place ideas in a strategic sequence that helps the reader understand relationships and accept the writer’s views.

Figure 5.4: typical major components in business outlines
email / memo/ letter: 1. Opening    2. Body     3. Closing
Informational report: 1. Introduction  2. Facts   3. Summary
Analytical report:   1. introduction/ problem  2.  facts/ findings   3. Conclusions  
4. Recommendations (if requested)
Proposal: 1. Introduction  2. Proposed solution  3. Staffing   4. Schedule, costs  
5. Authorization

The primary difference between the direct (for receptive audience)  and indirect strategies (unreceptive audience) is “where the main idea is placed”. The strategy you select is determined by how you expect the audience to react to the message. 
The direct method is also called frontloading. Three advantages of direct method are
· Saves the reader’s time
· Sets a proper frame of mind. Without a clear opening a reader may be thinking, why am i told this?
· Reduces frustration. Poorly organized messages create a negative impression of the writer.
The Indirect method is used when you expect the audience to be uninterested, unwilling,displeased, or perhaps even hostile, by the news. The benefits are
· Respects the feelings of the audience
· Facilitates a fair hearing. Beginning immediately with a piece of bad news or persuasive request may cause the  receiver to stop reading or listening
· Minimize a negative reaction


IMPROVE YOUR WRITING TECHNIQUES BY EMPHASIZING IMPORTANT IDEAS, EMPLOYING THE ACTIVE AND PASSIVE VOICE EFFECTIVELY, USING PARALLELISM, AND PREVENTING DANGLING AND MISPLACED MODIFIERS

Improving writing techniques: page 131

1) Stressing important ideas: stress important ideas mechanically by underscoring, italicizing, or boldfacing. 

Or stylistically by
1. Using vivid words. Ex; facebook has dramatically changed the way people socialize on the web
2. Label the main idea: ex: explore the possibility of a facebook fan page, but, most important, consider security.
3. Place the important idea first or last in the sentence
4. Place the main idea in a simple sentence or in an independent clause 
5. Make sure the important idea is the sentence subject.

          2) Using the active and passive voice effectively:
Active voice: subject performs the action.  They are more direct because they reveal the performer immediately. They are easy to understand and usually shorter. Most business writing should be in active voice
.
Passive voice: the subject receives the action.(could be useful) They emphasize an action rather than a person. It deemphasize negative news. And conceal the doer of an action.
(example Active: The chicken crossed the road. Passive: the road crossed by the chicken)

         3) Using Parallelism: To achieve parallel construction, use similar structure to express similar ideas. Try to match nouns with nouns, verbs with verbs, and clauses with clauses. Avoid mixing active voice verbs with passive voice verbs.

         4) how to escape (Escaping)---> Dangling and misplaced modifiers
Example; after working overtime, the report was finally finished. This sentence says the report was working overtime. Right way of saying is “ after working overtime, we finally finished the report.
           

DRAFT EFFECTIVE PARAGRAPHS BY USING THREE CLASSIC PARAGRAPH PLANS AND TECHNIQUES FOR ACHIEVING PARAGRAPH COHERENCE 

Well constructed paragraphs discuss only one topic. A topic sentence reveals the primary idea in a paragraph and usually, but not always, appears first. 
Paragraphs may be composed of three kind of sentences:
· Topic sentence
· Supporting sentence
· Limiting sentence

Using the direct paragraph plan to define, classify, illustrate, or describe: begin with topic sentence, followed by supporting sentences.

Using the pivoting paragraph plan to compare and contrast: start with a limiting sentence that offer a contrasting or negative idea before delivering the topic sentence.

Using the indirect paragraph plan to explain and persuade: start with supporting sentence and conclude with the topic sentence this useful plan enables you to build a rationale, a foundation of reasons, before hitting the audience with the big idea. 

How to develop paragraph coherence:(logical and consistent)

· Sustaining the key idea: repeating or using a similar expression throughout a paragraph
· Dovetailing sentences: when an idea at the end of one sentence connects with the idea at the beginning of next one.
· Including pronouns: familiar pronouns, such as we, they, he, she,help build connectivity
· Employing transitional expressions: examples: additionally, accordingly, again, also, beside, for instance.
Paragraph with 8 or fewer lines look inviting. If a topic can not be covered in eight or fewer printed lines (not sentences), consider breaking it up into smaller segments.


•   Brainstorming Process :
•  Define & Agenda : Define the problem and create and agenda that outlines the topics to be covered.
•  Time Limits : Establish a time limit for the session, the shorter, the better.
•  Idea Quota : Set a quota, such as minimum of 100 ideas.
•  Contribution : Everybody should contribute to ideas.
•  Encourage : Ideas should not be criticize or evaluated, wild thinking should be encouraged.
•  Display  : Write ideas on flip charts or on sheets of paper hung around the room.
•  Organize & Classify Ideas :
•  Idea Grouping : To show relationship.
•  Strategizing : To place ideas in a strategic sequence that helps the reader understand relationships and accept the writer’s views.
 
•   Major Components in Business Outlines :
•   Email/Letter/Memo :  1-Opening  2-Body  3-Closing
•   Informational Report : 1-Introduction  2-Facts  3-Summary
•   Analytical Report : 1- Introduction/Problem  2- Facts/Findings  3- Conclusions  4- Recommendations (if requested)
•   Proposal : 1- Introduction  2- Proposed Solution(s)  3- Staffing  4- Schedule & Costs  5- Authorization
 
 
•   Direct Method / Front Loading : It is made for a receptive audience. Its advantages :
•  Saves the reader’s time
•  Sets a proper frame of mind. Without a clear opening a reader may be thinking, why am I told this?
•  Reduces frustration. Poorly organized messages create a negative impression of the
writer.
•   Indirect Method : It is made for a non receptive audience,(ex: unwilling,displeased, or even hostile) Its advantages :
•  Respects the feelings of the audience
•  Facilitates a fair hearing. Beginning immediately with a piece of bad news or persuasive request may cause the the receiver to stop reading or listening
•  Minimize a negative reaction
—> The main difference between these two methods is “where the main idea is placed”. And the strategy you select is determined by how you expect the audience to react to the message.
 
•   Improving Writing Techniques :
•  Stressing Important Ideas :
-     Mechanically : underscoring, italicizing, boldfacing, etc
-     Stylistically : using vivid words, label the main idea, place the important idea first or last in the sentence, place the main idea in a simple sentence or in an independent clause, make sure the important idea is the sentence subject.
•  Using the active and passive voice :
-     Active voice: Subject performs the action. They are more direct because they reveal the performer immediately. They are easy to understand and usually shorter. Most business writing should be in active voice.
-     Passive voice: Subject receives the action. (could be useful) They emphasize an action rather than a person. It deemphasize negative news. And conceal the doer of an action.
•  Using Parallelism : To achieve parallel construction, use similar structure to express similar ideas. Try to match nouns with nouns, verbs with verbs, and clauses with clauses. Avoid mixing active voice verbs with passive voice verbs.
•  Prevent dangling and misplaced modifiers : Example : After working overtime, the report was finally finished. This sentence says the report was working overtime. The right way of saying this is  « after working overtime, we finally finished the report ».
 
•   Drafting Effective Paragraph : Well constructed paragraphs discuss only one topic. A topic sentence reveals the primary idea in a paragraph and usually, but not always, appears first. Also, paragraphs may be composed of three kind of sentences: topic sentence, supporting sentence, and limiting sentence.
•  Direct Paragraph : It is made to define, classify, illustrate, or describe. It begins with topic sentence, followed by supporting sentences.
•  Pivoting Paragraph : It is made to compare and contrast. It starts with a limiting sentence that offer a contrasting or negative idea before delivering the topic sentence.
•  Indirect Paragraph : It is made to explain and persuade. It starts with a supporting sentences and conclude with a topic sentence. This useful plan enables you to build a rationale, a foundation of reasons, before hitting the audience with the big idea.
—> Those are the 3 classic paragraphs plans and techniques in order to achieve paragraph coherence.
 
•   Developing Paragraph Coherence :
•  Expressions : Repeating or using a similar expression throughout a paragraph
•  Dovetailing Sentences : When an idea at the end of one sentence connects with the idea at the beginning of next one.
•  Including Pronouns : familiar pronouns, such as we, they, he, she,help build connectivity.
•  Transitional Expressions : For instance, additionally, accordingly, again, also,
beside.

 

     Chapter 6: REVISING BUSINESS MESSAGES
Complete business messages by revising for conciseness
Phase 3 of writing process: REVISE: devote about half of the time to this phase of writing process. 
Tightening your message by revising for conciseness: (in business time is indeed money) examine every sentence that you write. Could the thought be conveyed in fewer words?
Eliminating flabby expressions: example: this is a short note to let you know that. Or I made an investigation.
Limiting long lead-ins:example: i am sending you this email to announce that we have hired a new manager. Instead of saying we have hired a new manager.
Dropping unnecessary there is/are and it is/was.
Rejecting redundancies: expressions that repeat meaning or include unnecessary words are redundant. Saying unexpected surprise is like saying surprise surprise.
Purging empty words: example: in the case of facebook, it increased users but lost share value. Instead of saying “ facebook increased users but lost share values”
Microblogging: concise expression is important in microblogging. (used in social media, twitter facebook tumblr)
Evaluating is the process of analyzing whether your message achieve its purpose.


[bookmark: _5z4apfd4400a]Improve clarity in business messages
Making your message clear:  a clear message is one that is immediately understood.
1) Keep it short and simple: 
2) Dumping trite (stale expressions that others have used over the years)  business phrases.
Example: as per your request instead of “as you request”.
      3) dropping cliches: cliches are expressions that have become exhausted by overuse. Example: easier said than done, last but not least, good to go, true to form
      4) avoiding slang and buzzwords: slang: snarky, lousy, blowing the budget, bombed, getting burned.
Buzzwords are technical expressions that have become fashionable and often are meant to impress rather than express. Ex: positioned to perform, cost effective, value added.
      5) rescuing buried verbs: buried verbs are those that are needlessly converted to wordy noun expressions. This happens when verbs such as acquire, establish, and develop are made into nouns such as acquisition, establishment, and development. (sometimes called zombie nouns). These nouns increase sentence length.
      6) controlling exuberance: ex: very, definitely, quite, completely, extremely, really. These intensifiers can emphasize and strengthen your meaning. Overuse, However, sounds unbusinesslike. 



[bookmark: _5xe8cpv58933]Enhance readability by understanding document design (p.152)
[bookmark: _b0otpf6flc1v]
[bookmark: _9fex77voqxtb]
[bookmark: _5lffzdfe7bbc]Chapter 7

Writing Better Emails
-Get Started
	-Send only content you would want published
	-Write compelling subject lines with name and date
-Reply
	-Scan all emails, reply within 24 hours
	-Change subject line if topic changes
	-Down-editing
	-Start with main idea
-Email etiquette
	-Obtain approval before forwarding
	-Be friendly, no sarcasm/all caps
-Close effectively
	-End with due dates, next steps
-Full contact info
-Edit text

Professional Emails and Memos
1. Subject Line
a. Summarize main idea
b. Include labels if needed
c. Avoid empty or dangerous words
2. Opening
a. State purpose
b. Highlight questions
c. Supply info directly
d. Greet the person
3. Body
a. Explain details
b. Enhance readability
c. Apply document design
4. Closing
a. Call to action
b. Goodwill statement
c. Avoid cliches 
d. Signature block for emails, not memos


Best practices for IM and Texting
· Adhere to company policies
· Don't disclose sensitive info
· No harassment
· Be appropriate in photos
· Don't do anything that could damage your reputation
· Don't text and drive
· Separate business contacts from friends
· No chitchat
· Keep status up to date
· No slang 

Four main uses for business Wikis for project collaboration
1. Global Wiki: sharing between headquarters and satellite offices
2. Wiki knowledge base: create a database for knowledge management
3. Wikis for meetings: feedback before and after meetings
4. Wikis for project management: for project informations, easy access and user input

How to have a professional blog
-Identify your audience
-Choose a hosting site
-Draft your message
-Pick the right keywords
-Work the blogroll: connect with other blogs
-Blog often
-Monitor traffic

Memos
-2 part structure: subject line and body
-Call to action at end
-Focus on one topic
-Include strong subject line
-Be brief, direct
-Provide background
-End courteously 
[bookmark: _au1vzay5p7l0]Chapter 8: Positive Messages
[bookmark: _e6npt4p1kd4l][image: ]
Request Messages: 
· Opening
· Start with the main idea; the most emphatic positions in a message are the opening and closing.
· Ask a question or issue a polite command: Will you please answer the following questions …
· Avoid long explanations preceding the main ideas
· Body
· Explain your purpose and provide necessary detail.
· Frame your questions logically.
· Focus on reader benefits. 
· Express questions in parallel form. Number or bullet them.
· To elicit the most information, use open questions (What training programs do you recommend?) rather than closed questions, which require a yes-or-no answer (Are training programs available?)
· Closing
· State specifically, but courteously, what action is to be taken.
· Set an end date, if one is significant. Explain.
· Avoid trite and presumptuous endings (Thank you in advance for …). Show appreciation, but use a fresh expression.
· Make it easy for receiver to comply with your request.

Responding to Requests
· Subject line
· Consider including a subject line to identify the topic and any previous correspondence.
· Use abbreviated style, omitting articles 
(a, an, the).
· Opening
· Deliver the information the reader wants.
· When announcing good news, do so promptly.
· Body
· Supply explanations and additional information.
· Check facts and figures carefully.
· Use lists, tables, headings, boldface, italics, or other graphic devices to improve readability.
· In letters to customers, promote your products and your organization.
· Remember to use the “you” view.
· Closing 
· Refer to the information provided or to its use.
· Help the reader with specifics, if further action is required.
· Offer concluding thought, perhaps referring to the information or action requested.
· Avoid cliché endings: If you have any other questions, don’t hesitate to call.

Guidelines for responding to online posts: 
· Be positive
· Respond in a friendly, professional tone.
· Correct mistakes politely.
· Do not argue, insult, or blame others.
· Be transparent
· State your name and position. 
· Personalize your business.
· Be honest
· Own up to problems and mistakes.
· Inform customers about when and how you will improve the situation.
· Be timely
· Respond in less than 24 hours.
· Be helpful
· Point users to valuable information. 
· Follow up with users when new information is available.

Characteristics of Goodwill Messages
· Selfless: Focus solely on the receiver.
· Specific: Mention specific incidents or characteristics of the receiver.
· Sincere: Show genuine feelings.
· Spontaneous: Keep the message fresh and enthusiastic.
· Short: Try to accomplish your purpose in only a few sentences.

Replying to goodwill messages
· Helps form professional and personal bond
· Send a brief note expressing your appreciation.
· Tell the receiver how good the message made you feel.
· Accept praise gracefully. Avoid minimizing your achievements with comments suggesting you didn’t deserve the praise: I’m not really that good.

[bookmark: _y2xihoaeza5y]
[bookmark: _esger65mwbs5]Chapter 9: Negative Messages
Goals in Conveying unfavourable news:
· Explaining clearly and completely
· Readers understand and in best case accept the values
· No need to talk again to clarify the message
· Projecting a professional image
· Use calm, polite language, respond with clear explanations
· Conveying empathy and sensitivity
· Use language that respects readers and attempt to reduce negative feelings
· Accept blame or apologize when necessary
· Being fair
· Writers show that the decision was fair, impartial and rational
· Maintain friendly relations to regain confidence


Avoiding Legal Liability
· Abusive language
· Bad when false, damaging to someones name, published
· Careless language
· Write clearly
· Good guy syndrome
· Don't make statements that are legally dangerous in order to sound less mean

Writing Strategies
· Direct Strategy
· When the bad news is not damaging
· When the receiver may overlook the bad news
· When the receiver prefers directness
· Company policy
· Steps: Bad news, reasons, pleasant close 
· Indirect Strategy
· When the bad news is personally upsetting
· When it might provoke a hostile reaction
· When it threatens the customer relationship
· When it is unexpected
· Steps: buffer, reasons, bad news, close

Apologizing effectively
· Recognition: acknowledge specific offense, apologize
· Responsibility: accept personal responsibility
· Remorse: embrace “I apologize” “I am sorry”
· Restitution: explain exactly what you will do about it
· Repeating: promise it won't happen again

Dealing with disappointed customers
· Call or email within 24 hours
· Describe problem + apologize if needed
· Explain why problem occured, what you are doing to resolve it, how you will prevent this in the future
· Promote goodwill by following up with document that documents discussion

Tone in bad news messages
· Avoid
· Abusive language
· Exaggeration
· Being overly apologetic
· Use
· Passive or neutral voice
· Provide an explanation
· Positivity 
· Sincerity

Types of cushioning techniques when delivering bad news
· Stuff the bad news in a paragraph
· Highlight the good points
· Passive voice
· Give an alternative or compromise 

When can we receive bad news in business?
· Refusing requests of info
· Refusing claims
· Refusing credit
· Announcing price increases
· Turning down job applicants


Chapter 10: Persuasive and Sales Messages

Effective persuasion techniques
· Establish credibility
· Expert opinion
· Show you are truthful, experienced and knowledgeable
· Make reasonable, specific request
· Make your request realistic, doable and attainable
· Be clear about your objective
· Tie facts to benefits
· Recognize the power of loss
· Show what others stand to lose if they don't agree
· Expect and overcome resistance
· Show solutions and compromise

Tone
· Avoid sounding preachy or parental.
· Soften your words when persuading upward. 
· Don’t pull rank.
· Avoid making threats.
· Be enthusiastic.
· Be positive and likeable.
· Maintain credibility and respect by being honest, fair, and objective.
· 
[image: ]

	Attention
	Interest
	Desire
	Action

	· Summary of problem
· Unexpected statement
· Reader benefit
· Compliment
· Related facts
· Question 
	· Facts, figures
· Expert opinions
· Examples
· Specific details
· Direct benefits
· Indirect benefits
	· Reduce resistance
· Anticipate objections
· Counter Arguments
· What if scenarios
· Show value of proposal
	· Describe specific request
· Make action easy to take
· Offer incentive
· Repeat main benefits















Ineffective Request:
[image: ]

Effective Request
[image: ]
[image: ]

Persuasive Claims
· Open with sincere praise, an objective statement of the problem, a point of agreement, or a quick review of what you have done to resolve the problem.
· Explain precisely what happened or why your claim is legitimate.
· Enclose document copies supporting your claim.
· Close with a clear statement of what you have done.
· Appeal to the receiver’s sense of responsibility and pride in the company’s good name.
· Express your disappointment given your high expectations.
· Communicate feelings without sounding angry, emotional, or irrational.

Appeal Types
· Rational: can buy things you want, pay off bills
· Emotional
· Dual: both rational and emotional

Types of persuasive messages:
· Favour + action requests
· Claim requests
· Persuasive memos
[bookmark: _rx4scnr1hrl8]
Successful Email sales messages
· Can attract new customers
· Can keep existing customers
· Can encourage future sales
· Can cut in half the time it takes to print 
· and distribute traditional message
[bookmark: _kavmc6eqcosi]
[bookmark: _4yvit8ty8mgw]Ch.11: Reporting In The Digital-Age Workplace
[bookmark: _hymz7z71bj3i]
Basic Report functions and types
· [bookmark: _wldwermaun85]-          Informational reports: without data analysis.
· [bookmark: _hs0u1hoayomh]-          Analytical reports
[bookmark: _fw2h7ockwqs9]Organizational Strategy
· [bookmark: _9clv9zzb47h0]-          Direct strategy: purpose is presented at the beginning
· [bookmark: _t3hwpmlicx9i]-          Indirect Strategy:
[bookmark: _pvwu7d645pc0] 
[bookmark: _y808bchlwyln]Applying the 3x3 Writing Process to Contemporary Reports.
[bookmark: _ae3tbxusrb8p]1)      Analyze the problem and purpose.
1. [bookmark: _bcl4sn7iuz6h]Problem statement
2. [bookmark: _8p6cotvcaypj]Problem question
3. [bookmark: _ji5noc8c4hu]Simple statement of purpose
4. [bookmark: _54ssxm6ombrj]Expanded statement of purpose
[bookmark: _ahgskkwfey5m] 
[bookmark: _qs670nxygica]2)      Anticipate the audience and issues.
1. [bookmark: _z78i7mp7ea1]Who wil l read it
2. [bookmark: _yicvf1pwom3d]What do my readers need to know
3. [bookmark: _snz3sm61sdgm]What do they already know
4. [bookmark: _5zkd5tcf81wu]What is their educational level
5. [bookmark: _g2smbp15zj7v]How will they react to this information
6. [bookmark: _ou1k2cclxtkg]Which sources will they trust
7. [bookmark: _wesjculvgra3]How do I make this info readable, believable and memorable.
[bookmark: _ef3sic4wubs9] 
[bookmark: _q367uadcnlml]3)      Prepare a workplan
1. [bookmark: _s74ez904tid]Statement of the problem
2. [bookmark: _rl3qwu1t0r5b]Statement of purpose
3. [bookmark: _rdmxl0jymt2i]Research a strategy including a description of potential sources and methods collecting data.
4. [bookmark: _6f3khidlqyn3]Work schedule
5. [bookmark: _qp7vprlhmqrd]tentative outline that factors the problem into manageable chunk

[bookmark: _flv2er9jrrnf]4)      Conduct research
[bookmark: _dr6nowsgvmwt]5)      Organize, analyze, interpret and illustrate the data
[bookmark: _nnonr7t7u4wn]6)      Compose first draft
[bookmark: _hrkkbsbkb2op]7)      Edit, proofread and evaluate
[bookmark: _tcr347jufe7b] 
[bookmark: _33kgr03m4sga]Secondary sources and primary research
a)       Locate secondary sources
[bookmark: _7jw5tuhnm67u]a.       Print resources
[bookmark: _tm812vo7cujr]b.       Research database
[bookmark: _j616c0xdpfj6]b)      The web
[bookmark: _q96lvdi6woso]a.       Websearch tools
[bookmark: _ai8a5p4yj1f3]b.       Apply internet search strategies and techniques
[bookmark: _dh5l2po9s39]c)       Conduct primary research
[bookmark: _viomvcd4vm44]a.       Surveys
[bookmark: _w1k3knrwkikz]b.       Interviews
[bookmark: _vto4bdx3050a]c.       Observation and experimentation
[bookmark: _p60mlgahmfvn]Documenting Information
a)       Plagiarism
[bookmark: _r3jqaht02sql]b)      Purpose of documentation
[bookmark: _apii2a4zi76]c)       Good research habits
[bookmark: _e9r2kycpklja]a.       Paper note cards
[bookmark: _pd42v1thft7n]b.       Digital records
[bookmark: _p95361i8ltyl]d)      When and how to quote
[bookmark: _bflappka8046]a.       Direct quotation
[bookmark: _gz4aqprgegj8]b.       Indirect quotation
[bookmark: _cl1z6eulwa1i]e)      Copyright information
[bookmark: _3oqbf6mag223]a.       Assume others info is a property, to use it you should say where the info came from.
[bookmark: _ms9fmkdbtgo2]f)         Citation format
[bookmark: _c4g0h0mhwr8l]a.       APA
[bookmark: _54e5i41dmwzl]Creating Effective Graphics
[bookmark: _rk9go8czttqy]a)       Matching graphics and objectives
[bookmark: _oklx4izigmli]a.       Tables
[bookmark: _m4oluy74vkx5]b.       Bar charts
[bookmark: _yac4htkdd73]c.       Line charts
[bookmark: _jb9i0nv5mpc4]d.       Pie charts
[bookmark: _l2hl8uu6ptp]e.       Flowcharts
[bookmark: _ezaercaax0tz]f.        Organization charts
[bookmark: _ikltuxm97gxz]g.       Photographs, Maps and illustration.
[bookmark: _u7kdtse0uy76]b)      Incorporating Graphics in Reports
[bookmark: _p90rk9mhz7z4]a.       Evaluate the audience
[bookmark: _49un9jckjlm2]b.       Use restraints
[bookmark: _yc5abxplaguj]c.       Be accurate and ethical
[bookmark: _iodo412vsh3y]d.       Introduce a graph meaningfully
[bookmark: _3nnslvzhz303]e.       Choose an appropriate caption or title style.

[bookmark: _gdfcgkwukxmm]
[bookmark: _w8350b3zhq2o]
[bookmark: _f6likzth2rnx]
[bookmark: _sgi6trl3znpe]Ch.12
[bookmark: _6l6eqgf861u2]Interpreting Digital-Age Data
 
[bookmark: _k8n9mcqd7ina]Tabulating and analyzing data
[bookmark: _kxw8wpjlilzg]After collecting data, do:
[bookmark: _b324xvkqc1v6]a)  	Tables
[bookmark: _z94fml3hrk2k]b)  	Measures of Central Tendency
[bookmark: _9yoz8g3wz14t]c)  	Correlation Grids
[bookmark: _6qepbdvm9stn]d)  	Decision Matrices
[bookmark: _a0vilgxfvv4e]Drawing conclusions and Making Recommendations 
[bookmark: _5cfomwnr63nm]Analyzing Data to Arrive at a Conclusion:
[bookmark: _tpfk2fvo1wu4]-          Show the readers the numbers and interpret them to make a conclusion
[bookmark: _thxv9l35zuog]-          Conclusions explain what the problem is.
[bookmark: _ivjx4c5x3bip]Preparing report recommendations
[bookmark: _nlycyl9nvzfi]-          Recommendations tell you how to solve the problem
[bookmark: _qrcinks9hynp]-          Specific or practical recommendation report is preferable.
[bookmark: _6ayi1lo5dlu9]Moving from findings to recommendations
[bookmark: _ozaydvmncx07]a)       Finding
[bookmark: _azoof1i0pjek]b)      Conclusion
[bookmark: _77lczhseg6c8]c)       Recommendation
[bookmark: _9xvf3holhrbf] 
[bookmark: _a8yxmj4usfo7]Organizing Data
 Ordering Information Logically
[bookmark: _s1o2j7ymh166]-          Time (chronologically)
[bookmark: _sko1gv62xu6d]-          Components (i.e. location, geography, part)
[bookmark: _v92io5sfjc4]-          Importance (most important to least important, or vice versa)
[bookmark: _cxnbzoyd0zuq]-          Criteria
[bookmark: _adqc7xvy9ny1]-          Convention (headings that everyone commonly uses)
[bookmark: _axllz1v8qolr]Providing Readers Cues
[bookmark: _rqfo5li5ug5o]-          Introduction
[bookmark: _s973mjfvx0w3]-          Transitions
[bookmark: _ryu1b8fmp6f]-          Headings
· Functional headings: show the outline of a report but provide little insight for readers (useful for routine reports
· Talking headings: provide more information and spark interest
· Combination headings: include a combination of functional + talking headings , 
-Use first and second level headings at most in short reports
-Capitalize and emphasize carefully
-Apply punctuation carefully
· [bookmark: _e4kpcsgxcj0v]-Include at least one heading per page 
[bookmark: _fxvbmhl1jrew]Effective Document Design
[bookmark: _5fn649us0gwj] Top 10 design tips:
[bookmark: _xhgiriz9itzb]-          Analyze your audience
[bookmark: _4navvaay5s2u]-          Avoid amateurish effect
[bookmark: _f4gu8r6mjsbj]-          Choose an appropriate font size
[bookmark: _gm55sifnj2b]-          Use a consistent type font
[bookmark: _t8dd1xsy0b3z]-          Do not justify right margins
[bookmark: _o2xehfgvtrzy]-          Separate paragraphs and sentences properly
[bookmark: _4j5j8issesm2]-          Design readable headings
[bookmark: _vfbkr5b5j30c]-          Strive for an attractive page layout
[bookmark: _l60cpfnwq33d]-          Use graphics and clip art with restraint
[bookmark: _g8gekfb09xu2]-          Develop expertise
[bookmark: _yrgirfciznxo]
[bookmark: _1uhjgxjun1nw]Summaries
[bookmark: _kojani6a52kx]-          Compresses the main points of a reading
[bookmark: _97nx26fx7zbx]-          Saves time by reducing a report.
[bookmark: _bd5mv26ifzsk] 
[bookmark: _r0jjg368021u]Periodic (Activity) Reports
[bookmark: _e7st3tx9toxq]-          Summarize regular activities and events performed during the reporting period
[bookmark: _pq1lu4h72q12]-          Describe irregular events/activities performed during the reporting period
[bookmark: _lzb4fp30okj4]-          Highlight special needs and problems
[bookmark: _3w4q0dhty5ah] 
[bookmark: _q234v9f95x6]Trip, conventions, and Conference Reports
[bookmark: _qmmpl1pbtr5p]a)       Employees sent on trips are sometimes required to submit reports when they return.
[bookmark: _93e56hqeabil]a.       Identify the event and preview the topics to be discussed
[bookmark: _c1ajs7gn7a4p]b.       Summarize in the body 3 to 5 main points that might benefit the reader
[bookmark: _m3bxrcg93y4s]c.       Close by expressing appreciation , suggestion action to be taken, or synthesizing the value of the trip or event.
[bookmark: _ppzvg6qb87ct]
[bookmark: _p1r6gftptknj]Progress and interim reports
-continuing projects often require progress reports to describe their status. These reports may be internal or external. Progress reports generally follow this pattern:
· Specify in the opening the purpose/nature 
· Provide background info if needed
· Describe the work completed
· Explain the work currently in progress (i.e. personnel, activities, methods, locations)
· Describe current problems and anticipate future problems and remedies
Discuss future activities and provide expected completion date

Investigative Reports
· These reports deliver data for specific situations They are nonrecurring reports, generally arranged using direct strategy w/ 3 segments: intro, body and summary.

Preparing Short Analytical Reports
Three categories of analytical reports answer business questions: justification/ recommendation reports feasibility reports and yardstick
[bookmark: _s8mwz21g3qm5]Justification/Recommendation Reports
[bookmark: _7eiv06a4sti7]-          Direct strategy
[bookmark: _bqbueqlfw8wl]-          Indirect strategy
[bookmark: _o617j1gmmvnk]Feasibility Reports: will examine the practically and advisability of following a course of action
[bookmark: _ee0famnupl60]Yardstick Reports: examine problems with two or more solutions
[bookmark: _l9vho36thbpm]Digital slide Decks:
[bookmark: _llfpg36vr1mj] 

[bookmark: _3tro1t8p7zwk]Ch.13
[bookmark: _8z7iu81ngh8s]Developing informal proposals
 Components of Informal Proposals
[bookmark: _qwae4vckwb49]-          Introduction
[bookmark: _ko5tcpi2qx66]-          Background, problem and purpose
[bookmark: _72fxrt3lxjkk]-          Proposal, plan, schedule 
[bookmark: _vf1lowft7n2q]-          Staffing
[bookmark: _gemih9vl5gdl]-          Budget
[bookmark: _f6vad3p6t2ib]-          Authorization
[bookmark: _pvwvisy08yx9]Preparing Formal Proposals
 Components of Formal Proposals
[bookmark: _xpti4xbrl496]-          Copy of RFP
[bookmark: _tvksxb70jw76]-          Letter of Transmittal
[bookmark: _j0l7r0yjcegm]-          Abstract or executive summary
[bookmark: _4zm89v28xl8x]-          Title page
[bookmark: _teqfw9k2f723]-          Table of contents
[bookmark: _iu0bcgf0mtdt]-          List of illustration
[bookmark: _ha2ks1sisojb]-          Appendixes
[bookmark: _wirvbtv7nru3]
[bookmark: _glihtt46pchy]Grant Proposals: It is a formal proposal submitted to a government or civilian organization that explains a project, outlines its budget, and requests money in the form of grant.
[bookmark: _88cb0h7berdb] 
[bookmark: _dhws7s58visb]Creating Effective Business plans 
[bookmark: _v4o2wdi56c5]Components of Typical Business Plan
[bookmark: _tv2rb8fny9vy]-          Letter of transmittal
[bookmark: _7pg518mmh83t]-          Mission statement
[bookmark: _1r1fto9a45rh]-          Executive Summary
[bookmark: _kcraqmd5slu]-          Table of contents
[bookmark: _h6lyedb60ag]-          Product or service description
[bookmark: _3q85l2z3zjy6]-          Market analysis
[bookmark: _jh1v0zanrcyz]-          Operations and management
[bookmark: _ftnv9lvygehp]-          Financial analysis
[bookmark: _qilcje9tf1fv]-          Appendixes
[bookmark: _4ayqcn3jvnge]Sample Business Plan on Web
www.canadabusiness.ca/eng/page/2752/
 
[bookmark: _25ps7ma3f6c6]Writing Formal Business reports
[bookmark: _on21gbu0ww69] Front Matter Components of Formal Business Reports
[bookmark: _owr066z5cnlh]-          Cover
[bookmark: _805deifhhx6x]-          Title page
[bookmark: _gkkx0bfnzysb]-          Letter of Transmittal
[bookmark: _45tek8gzdp12]-          Table of Contents
[bookmark: _gt7ddd4oshjv]-          List of Figures
[bookmark: _gyo7qin5mbw9]-          Executive summary
[bookmark: _i24dybemzq0h]-          Introduction
[bookmark: _n9dlqsbbr7ff]-          Body
[bookmark: _of4s0qn56np1]-          Conclusions
[bookmark: _9fe9icemyd5d]-          Recommendations ( if recommended )
[bookmark: _m4s5n31atfzk]-          Appendix
[bookmark: _za536v1f9xiu]-          References.
[bookmark: _neyuvgmzy9h0]
[bookmark: _oouttigbjvs]Body and Back Matter Components of formal business Reports (page 420 à419)
[bookmark: _mnok44ouk42e]-          Body: discusses, analyzes, interprets and evaluate the research findings.
[bookmark: _bp4377io8sjr]-          Conclusions: tells what the findings mean.
[bookmark: _sf8ifs6wdke7]-          Recommendations
[bookmark: _5faj8y5j1chx]-          Appendix(es)
[bookmark: _tt9avw4vezb]-          Works cited or References
[bookmark: _hirak7i7qb11]
[bookmark: _adjquyovl9uv]Final Writing tips
[bookmark: _kkqftc815myh]-          Allow sufficient time
[bookmark: _yklubqgjavqb]-          Finish data collection
[bookmark: _2m9fgmnvumkc]-          Work from a good outline
[bookmark: _mtmi3tu2pl8i]-          Create a proper work environment
[bookmark: _r37p338kr3fx]-          Use the features of your computer wisely
[bookmark: _kltbvr7q2vbj]-          Write rapidly, revise later
[bookmark: _oc9lkqlnbz3z]-          Save difficult sections
[bookmark: _ojgt874gn95k]-          Be consistent in verb tense
[bookmark: _m4jteeldhdnk]-          Avoid I and We .
[bookmark: _qsj119i1i201]-          Let the first draft sit
[bookmark: _9zlnjihs5y6p]-          Revise for clarity, coherence and conciseness
[bookmark: _sn5a3kfq0da8]-          Proofread the final copy three times.
[bookmark: _s2fym1iswk3p]Putting all Together
[bookmark: _bfbixlxhok60]Aim: to study problems and recommend solutions.
[bookmark: _puxnuoj0oaiz] 

[bookmark: _og7jkrtt6n4]Ch.14 Preparing effective oral presentation
[bookmark: _t3lah0is993u]Speaking Skills and Your Career
· [bookmark: _advxy84kpkb6]No. 1 one predictor of success and upward mobility is how much you enjoy public speaking and how effective you are at it.
· [bookmark: _uadsqkfgojpm]Ranked high on recruiters’ wish list
[bookmark: _t0yqyucrd4in]
[bookmark: _qebcwqvmtsdh]Types of Business Presentations
· [bookmark: _j9t973zbfsrx]Briefings
· [bookmark: _6sbpsah09f2u]Reports
· [bookmark: _kbada96uiv28]Podcasts
· [bookmark: _v0lltgykl2ih]Virtual presentations
· [bookmark: _jf0np12ucqm]Webinars
[bookmark: _8knnqomvadsc]
[bookmark: _hgc96y4a5e1i]Knowing your purpose
· [bookmark: _39lbk8b2cjuw]Must prepare carefully
· [bookmark: _324i2rvr8ap2]Decide what you want to accomplish
[bookmark: _qdkq78itiuc7]
[bookmark: _meew87k9hyy0]Knowing your Audience
· [bookmark: _6124bmn7h7qd]Analyse your audience
· [bookmark: _xdg0n2b1kiqu]anticipate its reaction : to have better idea of how to organize your presentation
· [bookmark: _56fpywacgegs]Friendly will respond to humour and personal experience
· [bookmark: _5isjf9kcrw99]neutral audience requires an even, controlled style.
· [bookmark: _is1fpasigcgm]Uninterested audience requires a brief presentation.
· [bookmark: _u2x22co8tzrv]Hostile audience demands calm, controlled style with objective data and expert opinion.
· [bookmark: _uua7axqr5p2o]adjust to its needs
[bookmark: _27iqbydgj3n4] 
[bookmark: _yzq3kbieticm]Organizing Content for Impact and Audience Rapport
1. Tell them what you are going to tell.
2. [bookmark: _wm32kn3s0fti]Tell them
3. [bookmark: _zr2ur51ww96]tell what you have told them
[bookmark: _nkroiyt2gun8] 
[bookmark: _qrtcjkqa9b8r]Capturing Attention in the Introduction
· [bookmark: _q697i0oz7w0f]Capture listeners’ attention and get them involved
· [bookmark: _j62rk2lbs2zf]Identify yourself and establish your credibility
· [bookmark: _77pm5lyefk5e]Preview your main points
[bookmark: _c74rjw6luhdp]
[bookmark: _kemrwgldq1bb]Organizing the body
· [bookmark: _ni2rbsk3qwgj]Focus on few principle points
· [bookmark: _sq14pdx3cbo2]Each point should not be excessive and very detailed
[bookmark: _k8nsuz1bmyls]
[bookmark: _w6jw45kfcady]Summarizing in the Conclusion
· [bookmark: _rdgs6yvibg3p]Summarize the main themes of the presentation
· [bookmark: _o8z7hmscbgpt]Leave the audience with specific and noteworthy take-away
· [bookmark: _uks7vul1nlmj]Include a statement that allows you to leave the podium gracefully.
[bookmark: _zf7v6jrl8chy]
[bookmark: _sux48vlht0cg]Building Audience Rapport Like a Pro
· [bookmark: _paa7x6mpgrna]Effective Imagery
· [bookmark: _2wymhcaavym7]Verbal Signposts
· [bookmark: _rapu14936ki8]Previewing
· [bookmark: _kwmii8r2ut8]Summarizing
· [bookmark: _x1jtjkyw7li1]Switching directions
· [bookmark: _e7ps5trtn8rm]Nonverbal Messages
· [bookmark: _wlp23pllmfm3]Look terrific
· [bookmark: _rrg9kke6o9qt]Animate your body
· [bookmark: _w31y46v9jinb]Speak extemporaneously
· [bookmark: _o9m5ql2sabwx]Punctuate your words
· [bookmark: _jfxw9h3h7jjn]Get out from behind the podium
· [bookmark: _m52rpiqdjgao]Vary your facial expression
[bookmark: _2ep0apnvmi0m]
[bookmark: _d0kzicgo4alm]Planning Visual Aids and Multimedia Presentations
[bookmark: _4kt90xhbl7vr]Types of Visual Aids:
[bookmark: _7jcw8iaq3l7]-          Multimedia slides
[bookmark: _1bzoaj5h77jq]-          Handouts
[bookmark: _e8pod9doo2k1]-          Zoom presentations
[bookmark: _n9qxjwx4peti]
[bookmark: _dhdxavagx78r]Designing an Impressive Multimedia Presentation
[bookmark: _z67wbbio7nmb]Applying the 3 x 3 Writing process to Multimedia Presentations
· [bookmark: _f92yuluhqvrh]Analyzing the Situation
· [bookmark: _vej969s1kayx]Anticipating your audience
· [bookmark: _2ldv43vlr48t]Adapting Text and colour Selections
· [bookmark: _uykjdh6qp345]Researching your presentation options
· [bookmark: _njmxwthyxjjq]Organizing your presentation
· [bookmark: _cg56ylx0gpns]Working with templates
· [bookmark: _gfvm0zi77ppe]Composing your presentation
· [bookmark: _g28kgn9m39v8]Designing for optimal effect
· [bookmark: _25fanv7zk3gu]Editing, Proofreading, and evaluating your presentation
[bookmark: _26hiqxkj1lb2]Practicing and Preparing
· [bookmark: _z7jvkvhgjkdo]Do powerpoint a week before and practice until due date
· [bookmark: _ayg73dy1vc6]Keeping Your Audience Engaged
· [bookmark: _y41p3tcu5k8t]Know your material
· [bookmark: _xw1kq969mxrz]Allow the audience to absorb the information
· [bookmark: _2ajpkmz3f7bb]Make sure the audience can see you clearly
· [bookmark: _i9fa7eehfxu2]Don’t leave the slide on screen when you have finished discussing it
[bookmark: _ec6vo7qghx1m]Polishing Your Delivery Method
 
[bookmark: _fngx8qz2m7m9]Choosing a Delivery Method
[bookmark: _o82ujh6edm98]-          Don’t memorize and speak and don’t read from slides
[bookmark: _ymzs1klyfxvk]Before your presentation
· [bookmark: _1sh1qzjlv6ez]Prepare thoroughly
· [bookmark: _xocswjoz2s4u]Rehearse repeatedly
· [bookmark: _sdcgvk7mt6bt]Time yourself
· [bookmark: _t0o8id6y2ds5]Dress professionally
· [bookmark: _829n46lvjr3r]Request a lectern
· [bookmark: _9w9b6kiaaueg]Check the room
· [bookmark: _mjac9arskt75]Greet members of the audience
· [bookmark: _oe3haultr8x2]Practice stress reduction
[bookmark: _3ofmjgog5x2i]During the presentation
· [bookmark: _e4uhk9pz5q6n]-          Begin with a pause
· [bookmark: _qwm1b985a3t5]-          Present your first sentence from memory
· [bookmark: _xxb0cunqklb0]-          Maintain eye contact
· [bookmark: _z48l7pzczcjx]-          Don’t read from your notes
· [bookmark: _rdzgovxi8no7]-          Control your voice and vocabulary
· [bookmark: _nqzty451kc72]-          Show enthusiasm
· [bookmark: _ygyu7cvf0y6d]-          Skip the apologies
· [bookmark: _vgwrpbqzdn5t]-          Move naturally
· [bookmark: _v9otby26oa34]-          Avoid degressions
· [bookmark: _xnbsijiqgzh4]-          Use visual aids effectively
· [bookmark: _67sso8chz8y8]-          Summarize your main points and arrive at the high point of your talk.
[bookmark: _2n1c9lseh3c]After your presentation
· [bookmark: _e0thro9zg7e]-          Distribute handouts
· [bookmark: _1xrrlway25e2]-          Encourage questions
· [bookmark: _2s8az0m5bg1y]-          Repeat questions
· [bookmark: _t0tgdwvjfr9s]-          Reinforce your main points
· [bookmark: _gpgro8ze8d09]-          Keep control
· [bookmark: _7rite22obigg]-          Avoid “yes, but” answers
· [bookmark: _l3d0x8enaeyg]-          End with a summary and appreciation
[bookmark: _hvzaaf6y6l5d]Developing Special Presentations: Intercultural, Collaborative, and Slide Decks
 
[bookmark: _mgktjvcl3tdh]Adapting Presentations to intercultural Audiences
· [bookmark: _aw51vf12al7v]-          Understanding different values and nonverbal behaviours
· [bookmark: _fxqpeux2jouq]-          Adjusting visual aids to intercultural audiences
[bookmark: _vz600qvyrveq]Preparing Collaborative Presentations with teams
· [bookmark: _xk6mqlhedm4j]-          Prepare to work together
· [bookmark: _3a9im4tk391r]-          Planning and Preparing the documents or Presentation
· [bookmark: _gv7rs9v3wfke]-          Collecting information
· [bookmark: _2ejpef2rtsl0]-          Organizing, writing and revising
· [bookmark: _6cgfymennzqm]-          Editing, Rehearsing and evaluating
[bookmark: _ybf2je6sub9k]Using Presentation software to present Slide Decks
· [bookmark: _ciqz5rvgr89e]-          Business primarily use PowerPoint or Prezi
[bookmark: _4s1r35cc4x95] 
[bookmark: _wg2tggm2xn40]Improving Telephone Skills
[bookmark: _c5lpyprfd47] 
[bookmark: _egs9rudqgk0c]Making Telephone Calls Professionally
· [bookmark: _yzynk9nvavij]-          Make sure before you call that it is necessary or not
· [bookmark: _bfu86hcd3wpv]-          Plan a  mini-agenda
· [bookmark: _itt9liths7cl]-          Use a 3 point introduction
· [bookmark: _gnvnazxdax8a]-          Be brisk if you are rushed
· [bookmark: _t928ncn2373]-          Be cheerful and accurate
· [bookmark: _wruzw9hkuqti]-          Be professional and courteous
· [bookmark: _olxoff9kwmf]-          Bring it to close
· [bookmark: _p27g6jtnjuz0]-          Avoid telephone tag
· [bookmark: _5zujriaykho3]-          Leave a complete voice mail
[bookmark: _4uuie6bml6mf]Receiving Telephone Calls Professionally
· [bookmark: _gd5gfot57amv]-          Identify yourself immediately
· [bookmark: _rlzocsf9ds94]-          Be responsive and helpful
· [bookmark: _kf663bprthka]-          Practice telephone confidentiality
· [bookmark: _i7o2q8ig0ke8]-          Take messages carefully
· [bookmark: _3kr4k2g4nub9]-          Leave the line respectfully
[bookmark: _3wvgs5yd57i4]Making the best of Voice Mail
[bookmark: _bm40etujz5x7]On the Receiver’s End:
· [bookmark: _mospwodlco67]o   Don’t overuse voice mail
· [bookmark: _tzd941xam5nv]o   Prepare a professional, concise, friendly greeting
· [bookmark: _odwcbqj67ed4]o   Respond to messages promptly
[bookmark: _sybb2fy4temm] 
[bookmark: _251jkl38c90h]On the Caller’s end:
[bookmark: _fc3m3cz02id8]o   Be prepared to leave a message
[bookmark: _407n2n3in2y]o   Leave a concise, thorough message
[bookmark: _ts616mdznso1]o   Speak slowly and articulate well
[bookmark: _49d0bxjn4hkf]o   Be careful with confidential information
[bookmark: _m6jt1p5rpt2j] 

[bookmark: _nz4ma3g5rj1m]Ch.15
The Job Search and Resumes in the Digital Age

How does a job-search process begins (Job search in the Digital Age)
1. Analyzing yourself (your interests, goals, evaluating your qualifications, and explore career opportunities)
2. Developing a job-search strategy (search open job market, pursue the hidden job market, cultivate your online presence, build your personal brand, and network)
3. Preparing a resume (choose a resume style, organize your info concisely, tailor your resume to each position, and optimize your digital technology)
4. Knowing the hiring process (submit a resume, application or e-portfolio. Undergo screening and hiring interviews, accept and offer or reevaluate your progress)




How to explore Career Opportunities (The following are where you can find career data)
· Visit your campus career centre: (literature, inventories, career-related software programs, employment or internship databases)
· Search the web: ex: monster, careerbuilder, workopolis..
· Use your library
· Take a summer job, internship, or part-time position in your field
· Interview someone in your chosen field
· Volunteer with a nonprofit organization
· Monitor the classified ads
· Join professional organizations in your field

Trends in Sources of new Jobs
· Networking: person to person contact
· Internet job boards: such an monster, indeed
· Agencies: search firms placing candidates for a fee
· Direct approach: cold calling
· Newspapers/periodicals: classified ads
· Other: combination of above, direct referral, and luck

Protecting yourself when posting at Online Job boards
· Use reputable, well known sites: never pay to post your resumes
· Don’t divulge personal data: such as date of birth, social insurance number, or home address
· Set up a separate e-mail contact: use professional e-mail address
· Post privately: by doing so, you can control who can access your e-mail address and other info.
· Keep careful records: at the end of your job search, remove all posted resumes
· Don’t include your references: don’t reveal their contact information without permission.
· Don’t respond to “blind” job postings: those without company names or addresses 


Three steps to building a personal Network
Step 1: Develop a contact list
Step 2: Make contacts in person and online
Step 3: Follow up on your referrals

Whom to Contact in Networking
· Former employers
· College or university alumni
· Former teachers
· Family members and their friends
· Friends and friends of friends
· Social networking friends and contacts
· Gym buddies
· Your dentist, doctor
· Your spiritual community
· Neighbours
· Work colleagues

Five ways Post secondary students can use LinkedIn
· Receiving job alerts: Linkedin sends notifications of recommended jobs
· Leveraging your network: starting with two connections and leveraging those into thousand connections
· Researching a company: locate valuable inside information, check out on LinkedIn before applying to a company
· Getting recommendations: it’s easy to ask for recommendations
· Helping companies find you: company are looking for skilled grads with a strong profile on LinkedIn

4 ways to Develop Your own Brand
· Create your own tagline: describe what distinguishes you
· Distribute a business card: include your name, tagline, and email address and you can add a headshot photo.
· Prepare an elevator speech: describe yourself and what problems your skills can resolve in 60 seconds.
· Build powerful online presence: prepare a powerful LinkedIn profile, you can also add facebook and twitter. Make sure all sites promote your brand positively.

Choosing a Resume Style: There are two categories
1. Chronological: lists work history job by job but in reverse order, starting with the most recent position. It quickly reveals a candidate’s education and experience. This is less appropriate for people who have changed jobs frequently or gaps in their employment, or also who have lack of extensive experience.
2. Functional: focuses on candidate’s skills rather than on post employment. It includes candidate’s name, contact information, job objective and education. It lists skills and accomplishments in special categories. People who have gaps, changing jobs frequently, or who are entering a different field prefer functional resumes. 

· Online job boards may insist on chronological format.

Organizing your information into effective resumes categories
· Main Heading: add name, list contact information (including your complete address, area code, and phone number), add email address, and phone number. 
· Career Objective: focus on what you can contribute to the organization, and avoid words such as “entry level”, this shows lack of experience. Be sure to discuss career goals in your cover message if you omit a career objective.
· Optional summary of qualifications: spotlight your most compelling qualifications (also called career profile, job summary, or professional highlights), should include 3-8 bulleted statements that prove you’re the ideal candidate. 
· Education: include in this section your name and location of schools with the attendance date, field of study and degrees received on each. You might also add the GPA or class average. If your degree is not completed, you should verify it. In a functional resume education section comes below the skill summaries. : include in this section your name and location of schools with the attendance date, field of study and degrees received on each. You might also add the GPA or class average. If your degree is not completed, you should verify it. In a functional resume education section comes below the skill summaries.  
· Work experience or employment history: work experience must be present before the education if it is important or relevant to the job applied. You might only select the experience that you think is suitable for the job you are applying for; however, a full employment history might be demanded by the job application. In each position include the employer’s name, city, province, dates of employment, job title, accomplishments(these duties might be bullet points that start with powerful action verbs and concise and they don’t need to include personal pronouns). : work experience must be present before the education if it is important or relevant to the job applied. You might only select the experience that you think is suitable for the job you are applying for; however, a full employment history might be demanded by the job application. In each position include the employer’s name, city, province, dates of employment, job title, accomplishments(these duties might be bullet points that start with powerful action verbs and concise and they don’t need to include personal pronouns). 
· Capabilities and skills: list special skills with relevant nouns (proficient in/ experienced ) to the job(social media skills, technology tools..) For new graduates, this might include your potential and your successful college projects. : list special skills with relevant nouns (proficient in/ experienced ) to the job(social media skills, technology tools..) For new graduates, this might include your potential and your successful college projects. 
· Awards, honours, and Activities: If you have more than 2 include them in this section; otherwise, add them to the education section. Identify them clearly with explanation. This section demonstrate interpersonal skills so use action statements.
· Personal data: Include your interests that may serve as a conversation starter or it might indicate if you are willing to relocate(if travel was included).
· References: prepare a separate sheet of references including the names of people who are willing to answer inquiries about you employment qualifications(include 3 to 5 who are NOT personal references) because companies seek to know more about you  professionally and academically.    
· Proofreading Your Resume: Proofread for spelling, grammar, content, and format because some few errors might eliminate your consideration. You need to revise your job many times you seek different job.

Getting Your Resume selected: Maximizing keywords
Applicant tracking systems choose the resumes according to the words they use in their resume. These are few tricks to increase the chance of being selected: 

Include specific keywords or keyword phrases: 

Focus on nouns:

Use of variations of the job title: 

Concentrate on the skills section: 

Skip a keyword summary: 

 


Ch.16: Interviewing and following up

Explain the purposes and types of jobs interview. 
1.	From employee’s perspective
a)	Convince the employer of your potential
b)	Learn more about the job and the company
c)	Expand the information on your resume

2.	From employer’s perspective:
a)	Assess your abilities in relation to the requirements for the positions. 
b)	Discuss your training, experience, knowledge to the requirements for the position
c)	Decide whether you fit or not.
Types of Employment Interviews
1.	Screening Interviews: they screen candidates to eliminate those who fail to meet the requirements. 5mins 
2.	Hiring/placement interviews (you have to succeed in the 1st to pass the 2nd): the most promising candidates from screening interview
a)	One-on-one: sit down and talk to a representative
b)	Panel: conducted by people who will be your supervisors and colleagues.
c)	Group: when a company interviews several candidates for the same position.
d)	Sequential: you meet individually with 2 or more interviewers on one or several hours or days.
e)	Stress: meant to stress your reaction
f)	Online: on webcam/ virtual interview.

Before the Interview
1.	Ensuring Professional Phone Techniques.
a)	Answer machine should have concise and professional message. Name, phone…
b)	Tell answer machine about your name, goal, phone number.
c)	Don’t answer unless you are in a good location.
d)	Use voicemail for incoming calls.
2.	Ming the first Conversation impressive. 
a)	Prepare for the conversation
b)	Keep a list of positions you’ve applied for
c)	Treat any call from employer as an interview
d)	If caught off guard by call, ask if you can call back. Take time to organize material
e)	Have a copy of your resume to answer questions
f)	Be prepared for screening interview
g)	Take good notes
h)	If give a chance as for interviewed on Tuesday at 10:30
i)	Before you hang up, reconfirm the date and time of your interview.

[bookmark: _z2nqabc62cg8]Researching the target company
Search the potential employer website about job, industry.
Check its customers, competitors, culture, management structure, reputation, financial condition, strength and weaknesses, names of leaders. 
use social media 
try to connect with an employee of the company

Preparing and Practicing 
a)	Rehearsing success stories:
b)	Cleaning up digital Dirt
a.	Remove questionable content
b.	Stay positive
c.	Be selective about who is on your list of friends
d.	Avoid joining groups or fan pages that may be viewed negatively
e.	Don’t discuss your job search if you are still employed
f.	Set up a professional social networking page or create your own personal website.

[bookmark: _761367y1rfd7]Travelling to and arriving at your interview.
-	Give yourself plenty of time to groom and dress
-	Arrive without being in rush
-	Be courteous
-	Be confident

[bookmark: _ovvfg53lubc8]Fighting Fear: 
1.	Practice interviewing
2.	Prepare thoroughly 
3.	Understand the process dress professionally 
4.	Breathe deeply 
5.	Know that you are not alone
6.	Remember that an interview is a two-way street. 


During the interview
Sending Positive Nonverbal Messages and Acting Professionally
-	Control your body movement
-	Exhibit good posture
-	Practice appropriate eye contact
-	Use gestures effectively 
-	Smile enough to convey a positive attitude
-	Listen attentively 
-	Turn off your cell phone or other electronic devices 
-	Don’t chew gum
-	Sound enthusiastic and interested-but sincere 
-	Avoid empty words
-	Be confident but not cocky 

Practising How to Answer Interview Questions
-	Expect to be asked about your education, skills, experience, salary expected and availability.
-	Recite in front of someone, mirror.
-	Use name and title to answer
-	Keep answers positive
-	Use good English and pronounce clearly

[bookmark: _a2v44340uo80]Anticipating Typical Interview Questions
-	Questions to Get Acquainted,
o	Tell me about yourself. Ex p.527
o	What are your greatest strengths. P.527

[bookmark: _labsewhvj02w]Questions to Gauge Your interest 
-	Why do you want to work for us 
-	Why are you interested in this position
-	What do you know about our company
-	Why do want to work in this industry
-	What interests you in that product

[bookmark: _ds9wccjh6dqn]Questions Your Experience and Accomplishment 
-	Why should we hire you when we have applicants with more experience or better credentials?
o	Tell them about your personal strengths, success stories, computer training…
-	Describe the most rewarding experience of your career so far.
-	How has your education and professional experience prepared you for this position
-	What was  typical workday like
-	Tell me about your computer skills
-	Who was the toughest boss that you have worked with
-	Why did you leave your last position
Challenging Questions
-	What is your greatest weakness
o	Mention a corrected weakness ( ex: Because I needed to learn about computers, I took a course)
o	I have no weakness affecting this job
-	What type of people do you have no patience for?
o	Avoid letting yourself into the trap. ex: those who don’t accept responsibility
Questions about Salary
-	What salary are you looking for?
o	“I’m sure when the time comes, we will be able to work out a fair compensation package. Right now, I’d rather focus if we have a match”
-	How much are you presently earning?
-	How much do you think you are worth?
Behavioural questions
-	Tell me about a time when you solved a difficult problem
-	Describe a situation in which you were able to persuasion to convince someone to see things your way.

Asking Your own question, I might be asked if I have any question:
-	What will my duty be 
-	Tell me what is like working here in terms of people, management practices, workload, expected performance and rewards
-	What training programs are available from this organization? What specific training will be given for this position
-	Who would be my immediate supervisor?

Ending positively 
-	Send thank-you note, email or letter 
-	Follow up 
After the Interview
[bookmark: _2dfa5k2dbtpl]
1.	Thanking your interviewer
2.	Contacting your references
3.	Following up
4.	Application form
5.	Application or resume follow-up message
6.	Rejection Follow-up message
7.	Job acceptance and rejection message
8.	Resignation letter


[bookmark: _9aqa867etq05]




















				
					
						
Chapter 1 Summary of Learning Objectives
						
1. Explain how communication skills fuel career success and why writing is vital in a digital workplace.

Employers often rank communication skills among the most requested items. Many job advertisements specifically ask for excellent oral and written communication skills. Oral and written communication skills are a large margin of top skill. Executives prefer a job candidate who has good communication skills, interpersonal skills, and teamwork skills. Communication skills are at least as important as technical skills. Also, writing skills are also significant because many people work together but are not physically together so they stay connected through spoken and written messages. 
							 						2. Examine critically the internal and external flow of communication in organizations through formal and informal channels, explain the importance of effective media choices, and understand how to overcome barriers to organizational communication.

Internal Communication: exchanging ideas, messages with superiors, co-workers and subordinates. Functions of internal communication: clarify procedures, policies, inform management of progress, develop new products and services, persuade employees or management, coordinate activities, and evaluate & reward employees.

External Communication: communicating externally with customers, suppliers, government, and the public.Functions of External communication: answering inquiries about products or services, persuading customers to buy products or services, clarifying supplier specifications, issuing credit, collecting bills, responding to government agencies , and promoting positive image of the organization. 

Formal Communication channel flows in three directions: downward, upward, and horizontally. If the communication is improved in each of these above, the organization can overcome barriers
Informal Channel of Communication: grapevine (that carries gossip). Grapevine can be used productively. 

The importance of effective media choices are face to face (we can see the person body language, get instant feedback), same for video,audio, written( we have proof of conversation)


3. Analyze ethics in the workplace, understand the goals of ethical communication, and choose the tools for doing the right thing. 
Refer summary	
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Dear Dr. Thomas:

Your book Beyond Race and Gender stimulated provocative discussion across the
nation and on our campus when it appeared last spring.

Business students at the University of Guelph now consider you the nation’s
diversity management guru, and for that reason they asked me to use all my powers
of persuasion in this invitation. Because we admire your work, we’d like you to be
our keynote speaker at the U of G banquet May 5.

As students at an expanding campus near a metropolitan area, we’re keenly aware
of diversity issues. In your words, “Canada is no longer a blend of two cultures—it’s
now a smorgasbord of multicultural expectations.™

‘We’d like to hear more about the future workforce and how managers can
maximize the contribution of all employees.
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Dr. Thomas Page 2 Current date

Although we can’t offer you an honorarium, we can promise you a fine dinner at
the U of G Faculty Club and an eager and appreciative audience of over 100
business students and faculty. Speakers in the past have included the Reverend
James R. Jones and Vice Mayor Rebecca A. Timmons.

The evening includes a social hour at 6:30, dinner at 7:30, and your remarks from
8:30 until 9 or 9:15. So that you won’t have to worry about transportation or

parking, we will arrange a limousine for you and your guest.

Please make this our most memorable banquet yet. Just call our adviser. Professor
Alexa North, at 356-9910 before April 1 to accept this invitation.

Sincerely yours,
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The AIDA Strategy for Persuasive Messages

STRATEGY CONTENT SECTION

Captures attention, creates awareness, makes a sales

Attention 1, sition, prompts audience to read on Opening
Describes central selling points, focuses not on features of
Interest 5 ) Body
product/service but on benefits relevant to the reader’s needs
. Reduces resistance, reassures the reader, elicits the desire
Desire for ownership, motivates action Body
. Offers an incentive or gift, limits the offer, sets a deadline, .
Action Closing

makes it easy for the reader to respond, closes the sale
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Dear Dr. Thomas:

Because you're a local Guelph author. we thought it might not be too much trouble for
you to speak at our U of G banquet May 5.

Some of us business students here at Guelph University admired your book Beyond Race
and Gender, which appeared last spring and became such a hit across the nation. One of
our professors said you were now the nation’s diversity management guru. What exactly
did you mean when you said that Canada is no longer a blend of two cultures — that it’s
now a “smorgasbord of multicultural expectations™?

Because we have no funds for honoraria, we have to rely on local speakers. The
Reverend James R. Jones and Vice Mayor Rebecca A. Timmons were speakers in the
past. Our banquets usually begin at 6:30 with a social hour, followed by dinner at 7:30
and the speaker from 8:30 until 9 or 9:15. We can arrange transportation for you and your
wife, if you need it.

‘We realize that you must be very busy. but we hope you’ll agree. Please let our advisor,
Professor Alexa North, have the favour of an early response.

Sincerely yours,





