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Chapter One: Business Communication
and Business Etiquette

1.1 The Importance of Communication

Tnere is no denying the importance of job-related
knowledge. Whether you are an engineer, accountant,
computer programmer, machinist, contractor, medical pro-
fessicnal, or any other kind of worker, succeeding in the job
requires specialized information and skills.

But specialized knowledge alone isn’t enough to guar-
antee success. Whatever job you choose, communication
skills will also be vital. Employers recognize this fact. An
impressive collection of research identifies communication
as the most important factor in successful job performance.
Communication skills are valuable throughout the career.
Subscribers to the Harvard Business Review rated ” the a bil-
ity to communicate” the most important factor in making an
executive “promotable”, more important than ambition, ed-
ucation, and capacity for hard work. A twenty-year study
that followed the progress of Stanford University M. B. A. s
revealed that the most successful graduates (as measured
by bath career advancement and salary) shared personality
traits that distinguish good communicators: a desire to per-
suade:, and interest in talking and working with other peo-
ple, and an outgoing ascendant personality.
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Most successful people recognize the role communica-

tion skills have played in their career. In a survey of college
graduates in a wide variety of fields, more respondents said
that ccmmunication was vital to their job success. Most, in
fact, said that communication skills were most important
than the major subject they had studied in college. In one
survey of business-school alumni, oral communication skills
were judged as “mandatory”or “very important”by 100 per-
cent of the respondents—every person who replied.

The importance of communication is not surprising
when you consider the staggering amount of time people
spend communicating on the job. Most experts state that
the average business executive spends 75 to 80 percent of
the time communicating— about 45 minutes out of every
hour. One survey of almost a hundred companies revealed
that 80 percent of the businesspeople responding conducted
interview, 78 percent gave instructions to subordinates, 76
percent gave oral reports, and 75 percent spoke with
clients. Communication is just as important in other field.
Lawyers, teachers, and salespeople ( the most common
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entry-level job in many industries) obviously need to be able
to ccmmunicate effectively. Health-care professionals work
with colleagues and patients. Computer programmers inter-
view clients to learn their needs and to explain how pro-
grams work. Even research scientists must frame grant
proposals that communicate the need for a project and must
be able to report the results clearly to others.

st
vital EEH
mandatory B 8, X FH, LA
staggering 1% A By
give instruction to subordinates % T & X H 54
client & F
frame 8, #LH

The importance of communicating effectively on the job
is obvious. But the discussion so far hasn’t even addressed
the fact that communication skills often make the difference
between being hired and being rejected in the first place. In
a classified ads specifically asked for applicants with com-
munication skills. Oral communication and selling were
most frequently mentioned, followed by writing, counsel-
ing, recruiting, interviewing, and supervisory skills. A sur-
vey of 154 employers who recruit on college campuses
showed that one of the three most preferred areas of study
was oral and written business communication. { The other
two were accounting-personnel management and human
behavior in organization.) When 170 well-known business
and industrial firms were asked to list the most common

EHEFEBHHALNK 3



reasons for not offering jobs to applicants, the most frequent
replies were “inability to communicate” and “poor communi-
cation skills”.
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being rejected  # 3E 4

frequently 2 H#

counseling %

recruiting 18 W H B R
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1.2  Etiquette in Business

Et quette is based on consideration, or the well-known
" you-attitude”, which is in itself an ethical consideration.
We have considered etiquette with the study of ethics,
goodwill letters, word usage, letter arrangement, and other
subjects.

Ari authority on business and personal etiguette opens
519-page book Letitia Baldrige s Complete Guide to Execu-
tive Manners, with these words:

“This is a book about manners but also about the quali-
ty of excellence. It is a book about the importance of detail
and about how details linked together can create the strong,
effective executive presence that propels and individual up-
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ward in his or her career. This is, therefore, a book about
success -~

This book is based on the theory that good manners are
cost-effective because they not only increase the quality of
life. in the workplace, contribute to optimum employee
morale, and embellish the company image, but they also
play a major role in generating profit. An atmosphere in
which people treat each other with consideration is obvious-
fly one in which a customer enjoys doing business. Also
very important, a company with a well-mannered, high-class
repLtation attracts—and keeps—@ood people.

e ™
i
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etiquette LI
ethical consideration —HfEAT BN B # &, X B 545 4K
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The “rules” of etiquette are based on consideration,
first of all, but also common sense and a recognition of the
usual customs and mores of the society which we live or
work. This recognition of particular customs is particularly
troublesome when we travel or work abroad. Actions based
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