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Preface

We have approached this revision of Communication for Management and Busi-
ness by listening to instructors, students, and the business community. We
heard them asking for a textbook that breaks new ground without excluding
traditional topics. In addition, we heard their urgent request for practical
supplemental materials, including a resource guide, test bank, lecture trans-
parencies, computer software, and a classroom management system. In this,
the fifth edition of Communication for Management and Business, we attempt to
respond creatively, thoroughly, and responsibly to what you have told us.

First, this edition expands its treatment of the revolution in electronic
communication. We extended the discussion of new communication tech-
nologies to include desktop publishing, FAX, and other new tools. Just as
important, we included instruction on how these technologies can be used
by individuals and organizations for improved communication. Special
emphasis is given to the importance of computer graphics in business doc-
uments and presentations, as highlighted in the new state-of-the-art color
portfolio at the heart of the text.

Second, this new edition casts a wider net to catch up several more forms
of contemporary business communication. We added major sections on writ-
ing proposals, business plans, annual reports, and instructional materials.
New types of memos, letters, reports, presentations, and interviews have
been added to those included in previous editions.

Third, this edition uses cases and examples drawn from today’s business
concerns. Seven new cases were added on such contemporary topics as
health maintenance, computer security, and mergers, /We emphasized the
importance of legal hazards and sensitivities in business communication
with seven strategically placed supplements on business communication law
and precedents. And we recognized the new wave of international and inter-
cultural business opportunities and challenges with an entirely new chapter
on intercultural communication. This chapter focuses on not only our major
trading partners but also on the diverse cultures of our own society.

We offer you a text that practices the stylistic lessons it preaches. Virtu-
ally every sentence of this new edition was scrutinized for style, coherence,
and meaning. New end-of-chapter questions were added for fresh, motivat-
ing assignments. High-interest boxed passages appear throughout the text.
New photos, illustrations, and drawings are included to clarify and empha-
size major points.



The fifth edition, furthermore, continues the tradition of Communication
for Management and Business as “‘three books in one””:

a textbook that covers every major and many minor topics in both writ-
ten and oral interpersonal and organizational communication.

a casebook that offers challenging problems based on realistic business
situations. These cases provide the bases for classroom analysis and
discussion, role playing, as well as exercises for interviewing, meet-
ings, memos, letters, proposals, and reports.

a book of readings that serves as an important resource for students
and instructors. These articles offer various points of view on major
communication topics and save time that might have been involved in
library research.

The fifth edition of Communication for Management and Business represents the
best efforts of a committed team of authors, editors, and production staff.
We welcome your review and use of the entire text package.

SUPPLEMENTS

The new edition appears with a powerful and complete package of
ancillaries. |

The Resource Guide now includes advice on using word-processing,
desktop publishing, computer graphics, and tutorial software in the
business communication curriculum. An overview of principles and
methods of business-communication instruction is provided for new
teachers or those in transition. A carefully designed writing diagnostic
examination tells both instructor and student what writing skills
should be studied. In addition, true-false and essay tests are provided
for each chapter.

The updated Test Barik is available in a printed booklet and on computer
disk, with a test generator. The computerized test bank is part of
DIPLOMA, a complete classroom-management program.

The larger package of color transparencies includes ““before’” and “after”
examples of business documents as well as other materials related to
every part of the textbook.

Three ancillaries on computer disk provide students with diagnosis of
their writing skills and with writing practice. One of these programs
is new with this edition, and the other two are thoroughly revised.
Business communication videotapes and films are available for use by
book adopters.



ACKNOWLEDGMENTS

Many professors, students, and business professionals contributed sugges-
tions, criticisms, and ideas for the fifth edition. We acknowledge a debt to
them and extend our sincere thanks: Dean John A. Biles, Associate Dean
Phillip Oppenheimer, Administrative Assistant Rachel Pearson, and Profes-
sors Ben Enis, Tom Housel, Carol Shuherk, Eric Skopec, and Jim Stevenson,
all of the University of Southern California; Professors Tom Klammer, Moh-
sen Mirshafiei, Joe Sawicki, and John White, all of California State University
at Fullerton; Professors James C. Bennett and Kevin E Mulcahy, both of Cal-
ifornia State University at Northridge; Professor Lois Bachman, Community
College of Philadelphia; Professor David Bateman, Southern Illinois Univer-
sity; Professor Joel Bowman, Western Michigan University; Professor Robert
Gieselman, University of Illinois; Professor Annette Shelby, Georgetown
University. We also thank Robert Bell, President, Robert Bell and Associates;
Tom Boone, Senior Vice President, Countrywide Credit Industries; Davre
Davidson, Chairman Emeritus, ARA Services; Ted File, Vice President, Food
Marketing Institute; Cherie Kester, Director of Training, Lucky Stores; Diane
Lancon, Director of Training, Countrywide Credit Industries; Ron Malan-
osky, Plant Director, McDonnell Douglas Astronautics; Abe Mirza, Director
of Accounting, Ralphs Grocery Company; Phillip Rice, Vice President, Baker
Hughes Corporation; Devon Scheer, Director of Training, TRW; and Ellen
Siler, Director of Business Credit, TRW.

We also want to thank the many people at Scott, Foresman who have
encouraged and helped us with the fifth edition: Jim Sitlington, editorial vice
president; Jane Steinmann, developmental editor; Andrea Coens, project
editor; Russell Schneck, designer; and Mary-Jo Kovach, market manager.

Once again, we want to acknowledge our families, from whom so much
time was taken, for their support, encouragement, and good humor. For Art
Bell, special thanks go to his wife, Dr. Dayle M. Bell, and son, Arthur James.
And for Norm Sigband, special thanks go to his wife, Joan, as well as to his
daughters Robin Gotz, Shelley Wilkerson, and Betsy Seamans; to his son-in-
law, Glenn Gotz, and to two of the world’s outstanding grandchildren, Tami
and Laura.

Norman B. Sigband
Arthur H. Bell



Contents

Part One

Aspects of Communication 1

1

An Overview of Communication 2

Communication and the Organization 4

Human or Behavioral Theory of Communication 6
The Process of Human Communication 7
Objectives of Communication 12

Barriers to Communication 12

Conflict Between Verbal and Nonverbal Communication
Questions for Study 20

Exercises 21

Communication in Organizations 23
Directions of Communication 24
Downward Communication 25

Lateral Communication 41

Upward Communication 42

The Informal Channel of Communication 46
Questions for Study 50

Exercises 51

Intercultural Business Communication 53
Cultures in the United States 54

Contrasts in Cultures 56

Communication in Different Cultures 61
Should You Do Unto Others As They . . . ? 63
American Values 63

Cultures in Perspective 66

Questions for Study 67

19



The Electronic Communication Revolution 70

The First Revolution: Pen on Paper 71

The Second Revolution: Type 73

The Third Revolution: Electronics 75

Electronic Media and You 76

A Glimpse Ahead 84

The Business Response to the Communication Revolution
How Will We Handle More Words? 95

Questions for Study 103

Exercises 104

Part Two

92

Writing that Works 106

5

The Writing Process 108

Initial Steps in the Planning Process 108
Planning 109

Organizing the Material 113

Limiting the Topic Areas 115

Reviewing the First Steps in Planning and Organizing 117

Drawing Up a Tentative Outline 118
Types of Outlines 125

Conclusion 127

Questions for Study 127

Exercises 128

Drafting and Editing 130

Writing and Editing 130

The Process of Writing: We Communicate More Than Facts
The Writer’s Job 132

The Parts of the Whole 134

Qualities of Writing Style 141

131



Editing Suggestions 145
Improving Readability 151
The Final Product 153
Questions for Study 155
Exercises 156

Part Three

Research and Reports 160

7

The Research Process 162

Secondary Sources 163

Books 163

Periodicals, Newspapers, and Other Serials 164
The Computer as a Research Aid 166

Primary Sources 168

Questions for Study 188

Exercises 188

A Research Supplement 191

Guides to Books and Book Reviews 191

Guides to Periodicals, Newspapers, and Other Serials 192
Guides to Government Documents 195

Guides to U.S. Statistical Sources 196

Basic Specialized Compilations 197

Guides to Directories 198

Computerized Information Systems/Data Bases 199
Resources in Business Communication 202

LEGAL CONSIDERATIONS
Business Research and the Law 204

8

Reports for Decision Making 206
Directions of Flow 207
Can Reports Be Classified? 207



10

Report Control 209

Report Security 209

What to Report 210

Writing a Report 211

Suggested Footnote Forms 215
Suggested Bibliography Forms 216
Alternative Documentation Styles 216
The Final Paper 217

Questions for Study 227

Exercises 228

Short Reports 230

The Memorandum Report or Short Report 231
The Longer Memo Report 235

The Letter Report 235

Computer Reports 239

Questions for Study 244

Exercises 245

Routine Reports, Proposal, Policies, Procedures,
and Business Plans 249

Routine Reports 250

The Periodic Report 250

The Progress Report 251

Other Written Communication 259
Proposals 259

The Combined Proposal/Contract 280
Policy Manuals 282

Procedure Manuals 282

Job Descriptions 283

Writing a Business Plan 283
Questions for Study 286

Exercises 287



11 Long Reports 289
Objectives 289
Components 291
The Corporate Annual Report
A Long Report 294
Dealing with Company Problems
Questions for Study 327
Exercises 328

LEGAL CONSIDERATIONS
Reports and the Law 330

12 visual Aids 331
Computer Graphics 331

293

324

Value of Computer Graphics 333

How Computer Graphics Work
Selecting Graphic Aids 335
Misrepresentation 339
Tables 341

Charts and Graphs 343

334

Miscellaneous Graphic Aids 348

Placement of Illustrations 355
Questions for Study 357
Exercises 358

LEGAL CONSIDERATIONS
Management Communication and the Law

Part Four

360

Professional Speaking and Listening

13 Principles of Oral Communication
Types of Presentations 365
Organizing the Speech 366

362

364



14

15

16

Qualities of the Effective Speaker 367
Delivering the Speech 369

Factors in the Delivery of the Speech 369
Using Visual Aids 372

Questions for Study 373

Exercises 374

Short Presentations 377

The Informational Talk 377

The Explanatory Talk 378

The Introductory Talk 378

The Recognition Speech 379

The Welcome Speech 381

The After-Dinner or After-Luncheon Speech 382
The Briefing 383

Opportunities to Practice the Short Presentation 384
Questions for Study 385

Exercises 386

Longer Presentations 388

How Long and Short Presentations Differ 388
Six Steps for a Successful Speech 390

Parts of the Long Presentation 395

Questions for Study 398

Exercises 398

Crisis Communication and Coping with the Media 401

Crisis and the Media 401
Responding to Crisis 403
Coping with the Media 404
Questions for Study 413
Exercises 414



18

Listening 416

Hearing Is Not Listening 416
Barriers to Effective Listening 417
Types of Listening 419

Message Content 419

Listening for Facts 420

Listening for Feelings, or Listening Empathetically
Active Listening 425

The Values of Effective Listening 426
Conclusion 427

Questions for Study 427

Exercises 428

Interviews and Meetings 430

The Interview 431

Planning the Interview Process 437
Conferences and Meetings 441
Questions for Study 452

Exercises 453

LEGAL CONSIDERATIONS
Employee Communication and the Law 456

Part Five

422

Career Communication 458

19

Career Planning 460

Sources for Finding Jobs 461

Steps Preceding the Job Search 464
Personal Job Applications 469
Letter Organization 470

The One-Part Job Application 477



Key Points to Remember 477
Selected Bibliography 478
Questions for Study 480
Exercises 481

20 Résumés and Employment Interviews 484
The Résumé 485
Résumés Without Cover Letters 488
The Covering Letter to the Résumé 489
Combining the Cover Letter and Résumé 495
A Checklist for the Job Letter Writer 498
The Job Interview 506
The Follow-up Letter to the Interview 513
Questions for Study 517
Exercises 517

Part Six

Business Correspondence 520

21 Principles of the Business Letter 522

The Business Letter and the Company Image 523

Mechanics 524

Principles of Communication 524
Questions for Study 533
Exercises 534

22 Inquiries, Requests, and Orders 538
Making Inquiries and Requests 538
Responding to Inquiries and Requests: Saying ““Yes”
Responding to Inquiries and Requests: Saying “‘No”’
Placing Orders 547

539
542



Responding to Orders 549
Refusing Orders 554
Questions for Study 559
Exercises 559

LEGAL CONSIDERATIONS
Terms and Titles of Laws and Regulations of Importance to the Manager-
Communicator 562

23 Claim, Credit, and Collection Letters 564
Claims 564
Making Adjustments: Claim Granted = 571
Unfavorable Responses: Claim Not Granted 579
Credit Communications 579
Collection Letters 590
Questions for Study 598
Exercises 598

LEGAL CONSIDERATIONS
Credit, Collection, and the Law 602

24 Sales, Goodwill, and Other Letters 603
Advantages of Direct Mail 603
Mail Order Catalog Sales 604
Writing the Sales Letter 605
Cover Letter and Enclosure 617
Mailing Lists 617
Goodwill Letters 621
Miscellaneous Letter Situations 624
Questions for Study 626
Exercises 627

LEGAL CONSIDERATIONS
Products, Promotion, and the Law 630



Part Seven

Cases C-1

Cases C-2
Case1l The Mark Teller Case C-3
Case2  The Jim Cantonelli Case CcH4
Case3  The St. Paul Hospital Case Cc-7
Case4  Hostile Takeover C-10
Case5 The Brooks-Martinez Case C-12
Case 6 When East Doesn’t Meet West C-14
Case7 The Frank Farmer Case C-17
Case8 The “No Bias Here”” Case C-19
Case9  The High-Tech Communication Case C-21
Case 10 The Sun Fresh Case C-23
Case 11 When the Marriage Doesn’t Work ~ C-26
Case 12 The Juan Ramirez Case C-28
Case 13 The Jackson Yard Case C-30
Case 14 The Broken Team Case C-33
Introduction to Cases 15 and 16 C-36
Case 15 The Zenith Computer Company Case C-36
Case 16 The McKelvey Lumber Company Case C-39
Observer Evaluation Checklist C42

Part Eight

Readings  R-1

What Communication Means R-2
Peter Drucker

How to Organize Your Thoughts for Better Communication
Sherry Sweetnam

The Business of Listening R-11
John L. DiGaetani

The Information Society R-17
The Royal Bank of Canada

Let a Data Base Get You the Facts R-21
Changing Times

Breaking the Barriers: Overcoming Four Communication
Obstacles R-25
Dr. L. W. Fernald, Jr.

R-8



The Third Dimension R-28
Dale O. Ferrier

Careers in the Communication Field R-30
Peter B. Clarke

Communication and the Law R-36
Richard B. Sypher

Communicate: The Power of One-on-One R43
Robert W. Goddard

Appendix A Brief Guide to Usage  A-1
Appendix B Business Letter Style and Format

Index I-1

A-30



