(%) X452 - L, 835 (Courtland L. Bovée)

: 98 - V. &R (John V. Thill)

b
-
2
&
%
4
%
S
X
Ep
h

EXCELLENCE IN BUSINESS @
COMMUNICATION




GUERIT 77 Al




Xk m

FTWKM

LRI R 55 4l

® EXCELLENCE IN BUSINESS
COMMUNICATION

A5 - V. /R (Jobn V. Thill)
(%) :

4k . | {835 (Courtland L. Bovée) :
AT FE 10k



EEWNEREBRIZS BEF: 01-2013-1741 5
B # /4 B (CIP) 8 #8

R B 45 T - A 10 MR 30/ () &R (Thill, J. Vo), (GE) 15 (Bovée, C. L.) 3.

— A, — b st bR K2 AL, 2014, 10

R B 2F K B BOM » JESUY B RO
ISBN 978 - 7 — 301 - 24739 - 6

L g [ OF---Off- M. fkFE—AMKRE-DITA—EM % N. OF715

v R AS B 54 CIP B A% 7= (2014) 58 198950 5

Original edition, entitled EXCELLENCE IN BUSINESS COMMUNICATION, 10E, 9780132719049 by
THILL,JOHN V. ;BOVEE,COURTLAND L. , published by Pearson Education, Inc. ,Copyright © 2013

Bovée and Thill LLC.

All rights reserved. No part of this book may be reproduced or transmitted in any form or by any means,

electronic or mechanical, including photocopying, recording or by any information storage retrieval sys-

tem, without permission from Pearson Education, Inc.

AR A 4 b (R B R S WGl D) (B 10 O fEE A E - V. AR, B -

9780132719049, i 5% 4 B F H IAE A 2013 4E H fit,

L%, #%5

AU AT » B BN A5 o A L0 0 A BT M RRAR A B2 A, A5 DUAE AT T 3K AR AT R 42, 427 A5 4% A A A< 43

H A 3 4

China edition published by PEARSON EDUCATION ASIA LTD. , and PEKING UNIVERSITY PRESS

Copyright © 2014.

This edition is manufactured in the People’s Republic of China and is authorized for sale only in the

People’s Republic of China excluding Hong Kong, Macao SARs and Taiwan.

A <5 B3R VR P AL 5K 5 Y RSORE A0 A 0 W A PR 7] 2014 4E R AT .

B R ASTE P A2 N R A [ B8 4 A 7 B AAE A N RGN [ 58 N O AL 4 o & o T AR AT B X

Ker [ 65 7 DO 4 45

A H TN Pearson Education (3545 #F H AR BD B P AR 45, Tohn 26 H A48 .

WAL AT S AR AL A TT . RALZEHR L3 :010-62782989 13701121933
: B R T 5548 (5F 10 RRD

o
*
MR

Df ¢ B M E 5 Q) ok R

: X3 BH

: ISBN 978 -7 - 301 - 24739 - 6/F = 4033

: dbHUKS# Y ilRAt

+ J63C T JE X RR AT B 205 5 100871

: http://www. pup. cn

: em@ pup. cn QQ: 552063295

: @b HT KA R @b KEH R EE

e
RE &

& N
= T

: JEEEFBIUERIRIARRAR]

: B A s
787 BEN X 1092 B 16 FFA 42,25 EIK 844 T
2014 4E 10 45 1l 2014 4F 10 A4 1 EDRI

: 85.00 G

NEEHEIEEST HHH

&=

f
=

: (EIAE » V. #H/KJohn V. Thil) 4%~ « L. 35 (Courtland L. Bovée)

*

- WAL 62752015 KATHB 62750672 44 62752926 Hi AR 62754962

REVFA, AR UAEM F XE R RPEAFEZ B RLBHE.
REALER B , BALA 5
264 B35 - 010-62752024 B F{548: [d@ pup. pku. edu. cn



YA Py

h—REATHRFEAZE EERERNAFEHBA, L EXFHRER
XENEFREEEMN ALREZEXZHEM O HAH K. B 2003 FR,KM5
2EBEEZET-FRAR-BRASEGELXTH BRI AE HEFTIHT —
AMEFERLNERRFHM. HP . RIBEFCELERKSKR.REAT S AEREW
KA MGFF, RAENTE LS8, flp, RNIZNEF LRATWEFE2HM
F—RRM(EFF*EE)CERANEBARXRA ERER WEFFLH
HAM.

EAECEAMOZIE T RBHLEEAM REIZTNEALFEELE L b K
e FEENEMRS . GAEFHNRPER A ZPAF . ALFELFTEE
RSB TRE-EFREELFEACHFEREEMNLREFEEMNERA
FREBEM CEFIRLEEM 2 ERLEEMEHERBHAM AL KRR E
MEHM " EANTFRIGERBRA L EARZTLEXL L VW EBRE FEM
AFRDPEARZEMNAB ) XFEHEHAR —TRE, A S AEMNK,
REGEEAR . AERMEREAMNENTMAFAERBTESHEE. A, R
MEHKRHE R Eb#TT —SHREFUH. Al A THEEAXNEHLFNEE, R
MEAXTRAREF LA LAY IR, MRAENERS b, b FRLRBTRE &
RENER . FWERRBEFMERLBATXER X RANFERBK. WX R
MEFTATNATBRAX BRHULFHARENL) AEH. FLIXEB[EF
HALW kS RS AR TR RMFLEFIRGEES,

EALAFHHBRARY . RNAETEEHT BRI BEATIEER T T 8
BB MARTENXE. BN ESELMRNEREH AR EREREY
BFMHACLE IR A BRNAETEHEWRERFT I, ERE AT FHHE



BAE LB EMEREH, A ERAR S RARM, R R, LHKRE. W
Sk B ABREWEERRARNEAN TR MEE WA RILRNREARANE
B, AAHRERT EREA 70 m Aoy B, 7 o, 3 3 (7 8 o0k W By A E R TR R
RWME!

“THEREFE , ARAEY KL "ABS THEFERARANS R, L EKX
FHBMEBLERARBMRE FARAXNZE EREHAMWRBEN TR
BV, REAFLARR AEH AEF ERNRG . LR LHEKBERFIA
H. RNMWELLTFEEANRFTS ! AR REELEXEEF T —KHETAK
MEFERFHZFEEEF (em@pup. cn), F KBS ARAHBIFFEN. &
WRBERARRMNAZIEFEA W BEART W, 60 CF 2B RATF B AT 3 A R R!
URNAFAFNALEL FHEFRARAFESFEEHTWERTAAFHEEH TR

A6 K F R
L5 EEEHF LK



25 5 38 M kG 45 5 T 4 Ml R 45 0 A 45 T A S ERAR I BB, o T AR 2 B A B
A A SRR TR I B

A4 AT IR TR VB R SR =45 B AR RS B 4515 bR L R T R TR
BRI £ B, A 04 R I A 0 Sk S, A B 5 B SR A 5 R AL R S AR 4F . Gl A
3 2 A ] DA A B R T 45 Y A SR A BORE

2y « V. #i/KRJohn V. Thill) , 38 E 2 2 Wl B . 4 462500 & 500 5 i 5 B 22 7] Al
a4l TAE.

F4 2% o L. 1§35 (Courtland L. Bovée) , 3 [ k% B #f 5¢ ##22 Bi (Grossmont College) 1 %514
WHEE, O 22 FMHFLR, WKL, PR T EB“C. Allen Paul 78 H PR B £
5.

2 Pt 5 AR A Y SORY , Lk 2 AR S A S AT T

« ZEBERRTEE 48P E A AR N T & Rl 55 SO I B 1 .
o B SCRY A AT B R, A B T A AR

o BROEPAE TR, Lh A W] DUARIRUIT A BN A AR SE SRR BTRL .

o TR A BB EE L8,

o MBS B G ESEG .

o kT Ll Twitter,Facebook.LinkedIn /{3 i)+t 32 4 i) B KA
o RAET A E A S TE R I 2 AR BT URAE O R B

o HUHFE.

o ¥ H PPT.
o WBERER.
o WA R .



A5 S 0t [ M R R BOb B BB, th T4 D E K EBUR 25 U R R X R E
JIe AR5 9 A » ST T K A B 3 R v LA 40 A 5



xviii

Preface

Major Changes and Improvements

in This Edition

Bovée and Thill texts have long set the benchmark in this field for rigorous, high-value
revisions that make sure instructors and students have the most comprehensive, realistic,

and contemporary materials available. The following table identifies the major changes
and improvements in the tenth edition of Excellence in Business Communication.

Significant In addition to numerous updates and streamlining rewrites throughout, the
content additions  following sections are all new or substantially revised with new material:
and upgrades o Understanding Why Communication Matters (in Chapter 1)

o The Social Communication Model (in Chapter 1)

o Committing to Ethical and Legal Communication (in Chapter 1;
new coverage of transparency)

« Distinguishing Ethical Dilemmas from Ethical Lapses (in Chapter 1;
revised and streamlined)

« Business Communication 2.0: Who's Responsible Here? (in Chapter 1)

o Communicating Effectively in Teams (in Chapter 2; new coverage
of collaboration)

« Communicating Across Cultures: Whose Skin Is This, Anyway? (in Chapter 2)
Social Networks and Virtual Communities (in Chapter 2; updated)
Business Etiquette Online (in Chapter 2; updated)

Developing Cultural Competency (in Chapter 3)

« Communicating Across Cultures: Us Versus Them: Generational Conflict
in the Workplace (in Chapter 3)

Speaking and Listening Carefully (in Chapter 3; updated with
accommodation strategies)

« Business Communication 2.0: The Web 2.0 Way to Learn a New Language
(in Chapter 3)

Analyzing the Situation (in Chapter 4; revised)

Practicing Ethical Communication: How Much Information Is Enough?
(in Chapter 4)

Building Reader Interest with Storytelling Techniques (in Chapter 4)

Emphasizing the Positive (in Chapter 5; revised coverage of euphemisms)

Communicating Across Cultures: Protecting Patients with Reader-Friendly
Prescription Labels (in Chapter 6)

o Business Communication 2.0: Walking Around with the Entire Internet in
Your Hands (in Chapter 7)

« Compositional Modes for Electronic Media (in Chapter 7)

Creating Content for Social Media (in Chapter 7; updated)



Social Networking and Community Participation Websites (in Chapter 7)
Social Networks

Business Communication Uses of Social Networks

Strategies for Business Communication on Social Networks
User-Generated Content Sites
Community Q&-A Sites
Community Participation Websites
Microblogging (in Chapter 7)
New two-page highlight feature: Business Communicators Innovating with
Social Media (in Chapter 7)
Continuing with a Clear Statement of the Bad News (in Chapter 9; revised
coverage of using conditionals)

Closing on a Respectful Note (in Chapter 9)
Making Negative A ts on Routine Business Matters (in Chapter 9)

Rejecting Suggestions and Proposals (in Chapter 9)
Refusing Social Networking Recommendation Requests (in Chapter 9)
Rejecting Job Applications (in Chapter 9)
Giving Negative Performance Reviews (in Chapter 9; substantially revised)
Business Communication 2.0: We're Under Attack! Responding to Rumors
and Criticism in a Social Media Environment (in Chapter 9; substantially
revised)
Writing Promotional Messages for Social Media (in Chapter 10; revised)
Online Monitoring Tools (in Chapter 11)
Sharpening Your Career Skills: Creating an Effective Business Plan
(in Chapter 11; revised)
Data Visualization (in Chapter 12; updated)
Maps and Geographic Information Systems (in Chapter 12; updated)
Drawings, Diagrams, Infographics, and Photographs (in Chapter 12; added
coverage of infographics)
Presentation Close (in Chapter 14; revised)
Embracing the Backchannel (in Chapter 14)
Choosing Structured or Free-Form Slides (in Chapter 14; expanded
discussion)
Designing Effective Slides (in Chapter 14)
Designing Slides Around a Key Visual (in Chapter 14)
Creating Charts and Tables for Slides (in Chapter 14)
Business Communication 2.0: Presentations Get Social (in Chapter 14)
Creating Effective Handouts (in Chapter 14; updated)
Finding the Ideal Opportunity in Today’s Job Market (in Chapter 15)
Writing the Story of You
Learning to Think Like an Employer
Translating Your General Potential into a Specific Solution for Each
Employer
Taking the Initiative to Find Opportunities
Building Your Network
Avoiding Mistakes

Xix



« Composing Your Résumé (in Chapter 15; revised with the latest advice on
keywords)

« Producing Your Résumé (in Chapter 15; with new coverage and cautions
about infographic résumés)

« Printing a Scannable Résumé (in Chapter 15; updated to reflect the decline
of this format)

« Creating an Online Résumé (in Chapter 15)

« Following Up After Submitting a Résumé (in Chapter 16)

« Learning About the Organization and Your Interviewers (in Chapter 16)

The social media
revolution

This edition includes up-to-date coverage of the social communication model
that is redefining business communication and reshaping the relationships
between companies and their stakeholders. Social media concepts and techniques
are integrated throughout the book, from career planning to presentations. Here
are some examples:

« Social media questions, activities, and cases appear throughout the book,
involving Twitter, Facebook, LinkedIn, and other media that have taken the
business world by storm in the past couple of years.

« Three dozen examples of business applications of social media demonstrate
how a variety of companies use these tools.

« The social communication model is now covered in Chapter 1.

« A new two-page, magazine-style feature in Chapter 7 highlights the
innovative uses of social media by a variety of companies.

« Social networking sites are now covered as a brief-message medium in

Chapter 7.
The Twitter-enabled backchannel, which is revolutionizing electronic
presentations, is covered in Chapter 14.

Social media tools are covered extensively in the career-planning Prologue
and the two employment communication chapters (15 and 16).

Compositional
modes for
electronic media

For all the benefits they offer, social media and other innovations place new
demands on business communicators. This edition introduces you to nine
important modes of writing for electronic media.

Personal branding

As the workforce continues to evolve and with the employment situation likely to
remain unstable for some time to come, it is more vital than ever for you to take
control of your career. An important first step is to clarify and communicate your
personal brand, a topic that is now addressed in the Prologue and carried through
to the employment-message chapters.

Storytelling
techniques

Some of the most effective business messages, from advertising to proposals to
personal branding, rely on storytelling techniques. This edition offers hands-on
advice and multiple activities to help you develop “business-class” narrative
techniques.

Full
implementation of
objective-driven
learning

Every aspect of this new edition is organized by learning objectives, from

the chapter content to the student activities in the textbook and online at
www.mybcommlab.com. This structure makes planning and course management
easier for instructors and makes reading, studying, and practicing easier for
students.

Deeper
integration with
MyBcommLab

This essential online resource now offers even more ways to test your
understanding of the concepts presented in every chapter, practice vital skills, and
create customized study plans.
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Multimedia Extend their learning experience with unique Real-Time Updates “Learn More”
resources media elements that connect you with dozens of handpicked videos, podcasts,
and other items that complement chapter content.
New On the Job Chapter 1: Toyota’s Auto-Biography user-generated content program
communication Chapter 6: Noted web designer Jefferson Rabb’s user-focused design
vignettes and principles
Sl Chapter 9: Chargify’s communication errors regarding a price increase
Chapter 11: MyCityWay’s winning business plan
Chapter 13: Garage Technology Ventures’s advice for writing executive
summaries
Chapter 14: Comedy super-agent Peter Principato’s techniques for effective
presentations
Chapter 15: ATK’s cutting-edge workforce analytics
Chapter 16: Zappos's free-spirited approach to recruiting free-spirited
employees
New review and Dozens of new questions and activities are offered in Learning Objectives
analysis questions Checkup, Apply Your Knowledge, and Practice Your Skills categories.
and skills-
development
projects
New Communication cases give you the opportunity to solve real-world
communication communication challenges using the media skills you’ll be expected to have in
cases tomorrow’s workplace; 40 percent of the 125 cases are new in this edition.
New figuresand  The tenth edition offers an unmatched portfolio of business communication
more annotated  exhibits. Here are the highlights:
model documents » Nearly 70 new figures provide examples of the latest trends in business
communication.

« Nearly 80 annotated model documents, ranging from printed letters and
reports to websites, blogs, and social networking sites, show you in detail
how successful business messages work.

* 70 exhibits feature communication examples from real companies, including
Bigelow Tea, Burton Snowboards, Google, IBM, Microsoft Bing, Patagonia,
Red Bull, Segway, Southwest Airlines, and Zappos.

* More than 100 illustrated examples of communication technologies help
students grasp the wide range of tools and media formats they will encounter
on the job.

Critique the This new activity invites you to analyze an example of professional
Professionals communication using the principles learned in each chapter.

Quick Learning  This convenient review tool at the end of every chapter lists the learning

Guide objectives with page references for review and defines essential terminology from

the chapter.
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Extend the Value of Your Textbook
with Free Multimedia Content

Excellence in Business Communication’s unique Real-Time Updates system automatically
provides weekly content updates, including interactive games and tools, podcasts,
PowerPoint presentations, online videos, PDF files, and articles. You can subscribe to
updates chapter by chapter, so you get only the material that applies to the chapter you are
studying. You can access Real-Time Updates through MyBcommLab or by visiting http://
real-timeupdates.com/ebc10.
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What Is the Single Most Important Step You
Can Take to Enhance Your Career Prospects?

No matter what profession you want to pursue, the ability to communicate will be an
essential skill—and a skill that employers expect you to have when you enter the workforce.
This course introduces you to the fundamental principles of business communication
and gives you the opportunity to develop your communication skills. You'll discover how
business communication differs from personal and social communication, and you’ll see
how today’s companies are using blogs, social networks, podcasts, virtual worlds, wikis, and
other technologies. You'll learn a simple three-step writing process that works for all types
of writing and speaking projects, both in college and on the job. Along the way, you'll gain
valuable insights into ethics, etiquette, listening, ttamwork, and nonverbal communication.
Plus, you'll learn effective strategies for the many types of communication challenges you'll
face on the job, from routine messages about transactions to complex reports and websites.
Colleges and universities vary in the prerequisites established for the business communi-
cation course, but we advise taking at least one course in English composition before enroll-
ing in this class. Some coursework in business studies will also give you a better perspective
on communication challenges in the workplace. However, we have taken special care not to
assume any in-depth business experience, so you can use Excellence in Business Communi-
cation successfully even if you have limited on-the-job experience or business coursework.

HOW THIS COURSE WILL HELP YOU

Few courses can offer the three-for-the-price-of-one value you get from a business com-
munication class. Check out these benefits:

e In your other classes. The communication skills you learn in this class can help you
in every other course you take in college. From simple homework assignments to
complicated team projects to class presentations, you'll be able to communicate more
effectively with less time and effort.

e During your job search. You can reduce the stress of searching for a job and stand
out from the competition. As you'll see in Chapters 15 and 16, every activity in the job
search process relies on communication. The better you can communicate, the more
successful you'll be at landing interesting and rewarding work.

e On the job. After you get that great job, the time and energy you have invested in this
course will continue to yield benefits year after year. As you tackle each project and
every new challenge, influential company leaders—the people who decide how quickly
you'll get promoted and how much you’ll earn—will be paying close attention to how
well you communicate. They will observe your interactions with colleagues, custom-
ers, and business partners. They’ll take note of how well you can collect data, find the
essential ideas buried under mountains of information, and convey those points to
other people. They'll observe your ability to adapt to different audiences and circum-
stances. They'll be watching when you encounter tough situations that require careful
attention to ethics and etiquette. The good news: Every insight you gain and every skill
you develop in this course will help you shine in your career.

HOW TO SUCCEED IN THIS COURSE

Although this course explores a wide range of message types and appears to cover quite a
lot of territory, the underlying structure of the course is actually rather simple. You'll learn
a few basic concepts, identify some key skills to use and procedures to follow—and then
practice, practice, practice. Whether you're writing a blog posting in response to one of the
real-company cases or drafting your own résumé, you'll be practicing the same skills again
and again. With feedback and reinforcement from your instructor and your classmates,
your confidence will grow and the work will become easier and more enjoyable.

The following sections offer advice on approaching each assignment, using your text-
book, and taking advantage of some other helpful resources.

Preface xxiii
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information it needs.

Excellence in Business Communication uses contemporary examples of business communication while
emphasizing the fundamentals of audience-focused writing.

Approaching Each Assignment

In the spirit of practice and improvement, you will have a number of writing (and possibly
speaking) assignments throughout this course. These suggestions will help you produce
better results with less effort:

e First, don’t panic! If the thought of writing a report or giving a speech sends a chill

up your spine, you're not alone. Everybody feels that way when first learning business
communication skills, and even experienced professionals can feel nervous about ma-
jor projects. Keeping three points in mind will help. First, every project can be broken
down into a series of small, manageable tasks. Don’t let a big project overwhelm you;
it's nothing more than a bunch of smaller tasks. Second, remind yourself that you have
the skills you need to accomplish each task. As you move through the course, the as-
signments are carefully designed to match the skills you've developed up to that point.
Third, if you feel panic creeping up on you, take a break and regain your perspective.
Focus on one task at a time. A common mistake writers make is trying to organize
and express their ideas while simultaneously worrying about audience reactions,
grammar, spelling, formatting, page design, and a dozen other factors. Fight the
temptation to do everything at once; otherwise, your frustration will soar and your
productivity will plummet. In particular, don’t worry about grammar, spelling, and
word choices during your first draft. Concentrate on the organization of your ideas
first, then the way you express those ideas, and then the presentation and production
of your messages. Following the three-step writing process is an ideal way to focus on
one task at a time in a logical sequence.

Give yourself plenty of time. As with every other school project, putting things off to
the last minute creates unnecessary stress. Writing and speaking projects in particular
are much easier if you tackle them in small stages with breaks in between, rather than
trying to get everything done in one frantic blast. Moreover, there will be instances
when you simply get stuck on a project, and the best thing to do is walk away and give
your mind a break. If you allow room for breaks in your schedule, you'll minimize the
frustration and spend less time overall on your homework, too.

Step back and assess each project before you start. The writing and speaking projects
you’ll have in this course cover a wide range of communication scenarios, and it’s



essential that you adapt your approach to each new challenge. Resist the urge to dive in
and start writing without a plan. Ponder the assignment for a while, consider the vari-
ous approaches you might take, and think carefully about your objectives before you
start writing. Nothing is more frustrating than getting stuck halfway through because
you’re not sure what you're trying to say or you've wandered off track. Spend a little
time planning, and you'll spend a lot less time writing,

Use the three-step writing process. Those essential planning tasks are the first step in
the three-step writing process, which you’ll learn about in Chapter 4 and use through-
out the course. This process has been developed and refined by professional writers
with decades of experience and thousands of projects ranging from short blog posts to
500-page textbooks. It works, so take advantage of it.

Learn from the examples and model documents. This textbook offers dozens of
realistic examples of business messages, many with notes along the sides that explain
strong and weak points (see the example on this page). Study these and any other
examples that your instructor provides. Learn what works and what doesn’t, then ap-
ply these lessons to your own writing.
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two aspecits of the s
analysis, and they speak — »| In the graph above we've mapped two key things gleaned from the data of our i
the same language as paying FreshBooks users. In the bar graph, we've looked at how long it takes to 3
buslw accounting get paid based on various wordings used in the Terms field on an invoice (e.g. =
professionals. “"Please pay within 21 days” or "Payment terms: net 30. Interest accrued at y

1.5% per month thereafter”). On this chart of days to pay vs. terms used, the .}

shorter the bar, the better. 1
The article continues The second thing we've charted is the percentage of invoices actually paid vs.
mxm.wm terms used (the data points in the top section of the graph). On this scale,
again concise, higher is better. Another way of thinking about this is: the wider the gap —E

wording of -

this subheading (the secti between the bar and the data point above it, the better the wording (in
explains that polite wording general, although there are a handful of exceptions).
on invoices improves .
customer responsiveness). ~| Be Polite

The first thing we

Here is one of nearly 90 annotated model documents that point out what works (and sometimes, what doesn't
work) in a variety of professional messages and documents.
Source: Used with permission of FreshBooks.

One minor improvement
would be to label (with
words placed directly on
the graph) the two best
combinations, indicated
with the arrows, and

the worst combination,
indicated with the red
circle, to save readers the
time required to interpret
the meaning of the colors
and shapes.

The opening paragraph
explains the analysis
was undertaken in order
to help customers make
more money in less
time—a vital concern
for every business.

Bold terms in the
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Preface

e Learn from experience. Finally, learn from the feedback you get from your instructor
and from other students. Don’t take the criticism personally; your instructor and your
classmates are commenting about the work, not about you. View every bit of feedback
as an opportunity to improve.

Using This Textbook Package

This book and its accompanying online resources introduce you to the key concepts in
business communication while helping you develop essential skills. As you read each
chapter, start by studying the learning objectives. They will help you identify the most
important concepts in the chapter and give you a feel for what you'll be learning. Follow-
ing the learning objectives, the “On the Job” communication vignette features a successful
professional role model who uses the same skills you will be learning in the chapter.

As you work your way through the chapter, compare the advice with the various ex-
amples, both the brief in-text examples and the standalone model documents. Also, keep
an eye out for the Real-Time Updates elements in each chapter. We have selected these
videos, podcasts, presentations, and other online media to provide informative and enter-
taining enhancements to the text material.

At the end of each chapter, you'll revisit the “On the Job” story from the beginning of
the chapter and imagine yourself in the role of a business professional solving four realistic
communication dilemmas. Next, the “Learning Objectives Checkup” gives you the chance
to quickly verify your grasp of important concepts. Each chapter includes a variety of ques-
tions and activities that help you gauge how well you've learned the material and are able to
apply it to realistic business scenarios. Several chapters have activities with downloadable
media such as podcasts; if your instructor assigns these, follow the instructions in the text
to locate the correct files.

Several chapters have activities with downloadable media such as presentations and
podcasts or the use of the Bovée-Thill wiki simulator. If your instructor assigns these
activities, follow the instructions in the text to locate the correct files. And if you'd like
some help getting started with Facebook, Twitter, or LinkedIn, we have created screencasts
with helpful advice on these topics.

In addition to the 16 chapters of the text itself, here are some special features that will
help you succeed in the course and on the job:

® Prologue: Building a Career with Your Communication Skills. This section
(immediately following this Preface) helps you understand today’s dynamic workplace,
the steps you can take to adapt to the job market, and the importance of creating an
employment portfolio and building your personal brand.

e Handbook. The Handbook of Grammar, Mechanics, and Usage (see page H-1) serves
as a convenient reference of essential business English.

® MyBcommLab. If your course includes MyBcommLab, you can take advantage of this
unique resource to test your understanding of the concepts presented in every chapter.

e Real-Time Updates. You can use this unique newsfeed service to make sure you’re
always kept up to date on important topics. Plus, at strategic points in every chapter,
you will be directed to the Real-Time Updates website to get the latest information
about specific subjects. To sign up, visit http://real-timeupdates.com/ebc10. You can
also access Real-Time Updates through MyBcommLab.

® Business Communication Web Search. With our unique web search approach,
you can quickly access more than 325 search engines. The tool uses a simple and
intuitive interface engineered to help you find precisely what you want, whether
it’s PowerPoint files, Adobe Acrobat PDF files, Microsoft Word documents, Excel
files, videos, or podcasts. Check it out at http://businesscommunicationblog.
com/websearch.

® CourseSmart eTextbooks Online. CourseSmart is an exciting new choice for
students looking to save money. As an alternative to purchasing the print text-
book, you can purchase an electronic version of the same content and receive
a significant discount off the suggested list price of the print text. With a Cours-
eSmart eTextbook, you can search the text, make notes online, print out reading



