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INTRODUCTION

Welcome to the Business Communication at Work, Second Edition text and
the wonderful world of communication in action. Getting and holding a job
requires the ability to communicate effectively in many different types of situ-
ations. You will be provided the foundations you need for developing
sentences and paragraphs and for capturing the message, whether you are
communicating orally or by letter, memorandum, report, e-mail, or voice mail.

Workplace Applications features offer opportunities to
consider real-world facets of the challenges you will face
when you are communicating in the workplace.

Each chapter opens
with learning
Objectives to guide
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chapter material.
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Components of the Program
The second edition of Business Communication at Work is a complete,
well-rounded program that includes the following components:

* Text-Workbook with instruction, examples, Checkpoint exercises, and
Worksheets for practice.
¢ CD-ROM with additional exercises and practices, providing hands-on

completion of editing and proofreading exercises, composition of letters,
memos, reports, and containing the Glencoe Interactive Grammar program

for refreshing your grammar skills.

Web site with a separate section reserved for students. This section contains
online practice tests, crossword puzzles, additional learning exercises, and
other World Wide Web links. Access is gained by entering the following
Internet address: bcw.glencoe.com

Writer's Bigck
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d have your

Thinking Critically
questions challenge
you to apply your
personal experiences
to the chapter content.
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Each chapter begins with a short Introduction to the chapter concepts.

Quotations get you thinking about
the themes of each chapter.

Legal & Ethical scenarios tie the content of each chapter
to legal/ethical concepts, inviting you to voice your
opinion based on the information provided.
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information in the chapter.
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Checkpoints provide chances to assess your
understanding of the topics covered in the
previous sections.

The Summary at the end of each chapter recaps
for you the basic concepts covered.

Checklists provide opportunities to apply principles in
the text to a communication message and then to
check your understanding of these principles.

CWORKSHEETS

Worksheets at the end of each chapter provide myriad
opportunities for you to increase your skills in the concepts
and principles of letter and memo writing, report research
and composition, sentence and paragraph construction,
and employment communications.

The Appendices contain a review of the parts of speech,
sentence and paragraph construction, punctuation, letter
formats, and Dictation Techniques. In addition, a thorough
Index is provided to help locate concepts and principles
that you may want to review.

viii Introduction
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CHAPTER

Setting the Stage
for Effective
Communication

After completing this chapter, you
will be able to:

1.

Explain the importance of the
ability to communicate in business

. Describe why and how we

communicate

. Discuss the basics for communicating

effectively

. Identify specific situations for

using written communications

. Identify basic principles for good

written communication

. Identify and apply the “seven Cs”

of effective correspondence




| ¢

Effective communication is the key to successful business transactions. But
many people experience a mental paralysis when they must write a memo,
letter, or report. They experience writer’s block. Their ideas cannot penetrate
the block. Writer’s block is a combination of fears. One is the fear of having to
fill a blank page or screen. The other is the anxiety of not being able to write
well. Fortunately, writer’s block can be overcome with a little practice and
determination.

Turn Off Your Inner Critic

One popular solution is a simple one—turn off the inner censor and get the
ideas out of your head. Just write and see what happens. Writing is a process,
and the initial flow of anyone’s thoughts can be messy, chaotic, and confused.
It starts shakily as you express your ideas. Then you go back and rearrange
those ideas. Only then can you edit, revise, and proofread your writing.

Here are some strategies for overcoming writer’s block.

e Brainstorm, or jot down lists. (For more on brainstorming, see page 133.)

¢ Talk out loud. Find a sympathetic listener and talk about your ideas for a
few minutes. If no one is around, talk to yourself or into a tape recorder.

Ask yourself questions. For example, ask “What am I trying to communi-
cate?” or “What must my reader know?” Record your answers.

Freewrite a journal entry. Write without stopping for two or three min-
utes about your idea as well as your anxiety about writing.

Remember, writer’s block happens when you get ahead of yourself in the
writing process. The key to overcoming it is having patience with yourself and
your ideas.

Ealakimu Situation: The coworker who

: agreed to write the report for a
EEI[IL‘QI[_Q project you both worked on
- " suddenly becomes ill. Your
manager wants the report
tomorrow. You are familiar with the project and have your
coworker’s notes, but you panic. You fear that you will not
produce an excellent report in time.

Ask Yourself: What is the best way to approach the situation?




€€ If | went back to college
again, 1’d concentrate on
two areas: learning to
write and to speak before
an audience. Nothing in
life is more important than
the ability to communicate
effectively. 9
—Gerald R. Ford,
38th President of the
United States

THE

Rocky Top Farms, a supplier
of farm and garden supplies,
is seeking candidates for the
position of Customer Service
Representative. The suc-
cessful candidate will handle
customer questions and
problems over the phone,
develop and maintain a
customer database, and
provide support to District
Sales Managers. Minimum
job requirements include
1-3 years experience in
Purchasing/Management,
negotiation skills, strong
communication skills, and
the ability to interact with
suppliers and customers.

Figure 1-1

Job placement ads such as this
show that strong communication
skills are important qualifications
for employment.

he ability to communicate is important in all aspects of life. Looking at

classified advertisements and job descriptions, you will find the major-
ity of companies specifying that a successful applicant should have excellent
communication skills, both oral and written. The ability to communicate
effectively with others is named by many employers as a top attribute of the
successful businessperson.

Your communication skills are vital to your success in the workplace. The
ability to communicate effectively with customers, coworkers, subordinates,
and supervisors may be the determining factor in your career advancement.

IMPORTANCE OF BUSINESS

COMMUNICATION SKILLS

In obtaining a job, your technical skills are important. Employers want to
hire the best candidate and will screen résumés and job application forms
for evidence of applicants’ job-related knowledge and experience. Equally
important are your communication skills, both written and oral. To assist
them in evaluating written communication skills, many employers include
essay-type questions on their application forms. The applicants have an
opportunity to demonstrate effective communication skills in their
responses. At the interview, the employer may ask the applicants to respond
orally to questions about a specific situation, such as a case study. Employers
use this opportunity to evaluate applicants’ oral communication skills.

Once you are employed, job skills alone will not ensure your success in
business. If you lack the ability to communicate well with supervisors, cus-
tomers, and coworkers, you are unlikely to be promoted to higher positions.

How Your Communication Skills Represent
You and Your Company

Your communication skills are readily apparent whether they are in the form
of a written document or a conversation. They reflect on both you and your
organization. The impressions customers and business associates form of
you and your organization are important and lasting. Many of these impres-
sions are based solely upon the way you communicate.

Reflection on You

How you communicate with others determines their opinion of your overall
competence and integrity. You may be an extremely intelligent, talented, and
knowledgeable individual. If your communication skills are poor, however,
others tend to question your abilities.

Whether you like it or not, many people judge your abilities and intelli-
gence specifically by the quality of your writing, which includes the accu-
racy of your spelling, punctuation, and grammar. The memos, letters, and
reports you write demonstrate your ability to communicate.
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Not only are others evaluating your competence, but they may be judg-
ing your integrity. Being ethical in your communications, oral or written, is
very important. If you promise to do things but fail to do so, if you make
statements that are not factual, if you make untruthful comments about
others, or if you are careless in your writing, others will not trust you and
will become hesitant to work with you.

Reflection on Your Company

When you communicate as an employee of your company, you represent the
company. Customers will evaluate your company based on their interaction
with you. Goodwill is the positive feeling or attitude that you show or that
customers have about a business that encourages customer loyalty. As an
employee, you can strengthen or you can destroy that goodwill based on the
manner in which you communicate.

Your written communications are a permanent record of your ability
to write. People who read these communications form an opinion of both
you and your organization. Presenting yourself well in writing means
that you will project a favorable image of your organization as well as pro-
mote successful business operations both internally and externally.

T T I T o R e S T

€€ Communication is
the most important
skill in life. We spend
most of our waking
hours communicating. %
—Stephen R. Covey,
The Seven Habits of Highly
Effective People

1 hinking CaplR

Discuss: Do you agree with
Covey that communication is
the most important skill in life?
Why do you agree with him? or
Why do you disagree with him?

THE CHANGING WORKPLACE ENVIRONMENT

Communication skills have always been important in the workplace. As the
business world changes, the importance of these skills increases. Workers
today are faced with the following challenges:

* Increased use of technology

* Increased global competition

* Restructured management and/or product lines
e Increased quality emphasis and customer focus

* Increased focus on legal and ethical problems

All of these changes influence the communication process within orga-
nizations. Technology, however, has had the greatest impact on how we
communicate. Electronic mail, voice mail, teleconferences, computer net-
works, fax machines, and the Internet have expanded our methods of com-
municating. More employees are talking to each other and sharing data as
they use the various technologies to search for, collect, prepare, and report
information. Computer communication is also used for activities such as
group problem solving, consensus building, and group projects.

These technological advances have also changed the world in which
businesses operate. We now live in a global economy. To be successful,
businesses need to compete in the global marketplace. Since English is
the international business language, translations have become important;

glhinking Capll:

Discuss: How does global
competition affect the way we
communicate?

Setting the Stage for Effective Communication



correct grammar is vital since the information communicated will be
based on a literal translation of the original message. Slang, jargon, and
acronyms need to be eliminated. In addition, you must become aware of
different cultures and their unique communication processes.

As companies have restructured and invested in increased technology,
more employees at all levels are having to create their own written commu-
nications. In addition, the emphasis on quality, whether total quality man-
Collaborative ™ s , agement (TQM) or continuous improvement, has put increased importance
writing consists of twoor " on employees doing work correctly the first time, working in teams, and
more individuals working being more customer focused. All of these changes in the environment have
together to produce one . . .
docuinent. resulted in increased emphasis on ethical and legal concerns for all employ-

ees throughout the organization.

NOTES
Teaming Up

As the use of teams and groups expands within companies, the ability
to work cooperatively and collaboratively becomes more important.
Working together adds a new dimension to the communication skills
needed in business. Previously, most communications were developed
individually. Now, several individuals may work together in creating vari-
ous documents and communications, a process requiring additional writ-
ten and oral skills.

Usincg BusinEss CoMmMUNICATION AT WORK

€6 The real challenge is to Communication is a vital part of our world today. You may be a very well-
make good communication educated, talented individual who has much to offer your company. If you
a handy and well-used tool.  cannot get your ideas across to others, you will not be able to share your
Then you are likely to pick knowledge and skills. Ideas are commonplace, but the ability to communi-
it up and use it without cate ideas clearly to others is rare. Learning to communicate your ideas is the

thinking. ¥ major thrust of this book.
—Max DePree,

Leadership Is an Art Business Communication at Work is designed to provide you with the
background and skills needed to enter the business world and achieve suc-
cess. Simply listening to a concert will not teach you to play the guitar, nor
will strolling through an art museum teach you to paint pictures. Similarly,
reading good business letters or reading about how to write good business
letters won't teach you to write them, and hearing good reports won'’t teach
you to create them.

To develop your communication ability, you must do three things:
1. Analyze good and bad examples of communication.
2. Use the principles and techniques of good communication.

3. Practice creating your own communications.

Both planning and composing effective messages require that you study
and put into practice certain principles and techniques of effective com-
munication. At first you will have to concentrate deliberately on using these
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