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Lesson One
The Principles of Effective Business Communication

Business communication refers to all the messages that are sent and received for business purpo-
ses. In international business communication among people from different countries, messages can
be transmitted by wriiten and electronic correspondence (such as letter, memo, fax, e-mail) or
through oral media (such as telephone, voice mail, teleconferencing). _

Effective communication in international business can help you reach a deal, improve
customers’ satisfaction, promote the sale of your products, keep a good impression of your company
and enhance your work efficiency. In addition, the correspondence and information exchanged dur-
ing communication are often important documents kept for evidence of business arrangements.
Whether a message is effectively produced can make the difference between success and failure of
the business. Therefore, skills in effective communication are essential for business personnel.

The golden rules of effective business communication can be boiled down to the following 6

points ;
1. Express ideas clearly

Clear expression is to insure that your reader will understand with little effort and be free from
doubt and misunderstanding. On .the other hand, you can only get the respond you need quickly
from your reader when your meaning is crystal clear.

Clearness can be achieved by

(1) Use familiar words with precise meanings. e. g. :

Instead of writing Write

We have two direct ices sailing fro
We have bimonthly direct cargo services sailing ¢ na ] 0 cirec ca:rgo services ng irom
TO ; . “ns » | Shanghai to San Francisco every month.
from Shanghai to San Francisco. ( “Bimonthly
or

We have direct sailing from Shanghai to San

Francisco every two months.

can mean either twice a month or every two

months. )

(2) Avoid wordy expressions, jargon and clichés. e. g. ;

Instead of writing Write

in due course today, tomorrow (or a specific time)

We wish to inform you that the meeting is put off. | The meeting is put off.

Attached please find the latest catalogue. Enclosed is the latest catalogue.




£

Instead of writing Write
at this point in time now
have the capacity of can

in view of the fact that . .. because

2.Keep the message concise

Before writing a business letter, for instance, you must have a clear and definite purpose in
mind. Do not try to cover everything in your letter. Narrow the scope and keep to the point. Elimi-
nate any unimportant and irrelevant sentences, phrases or words as they can make your message too
long, or even worse, it may distract your reader from your main purpose and weaken your major
points.

However, conciseness does not mean writing exclusively in short sentences or omitting necess-
ary detail. It means making every word count. Compare the following examples.

Wordy with irrelevant information

Concise and to the point

I know you've had gorgeous spring weather,
with sunny skies and fine days. But here in the
U.S. it’s been a spring of another color. We've
been hammered with storms, flooding, and
even late snow. Travel over here has been a

nightmare, which is why you’ll find my expen-

Enclosed are my expense statement and receipts
for March 2006. My expenses are higher than
usual this month because unusual weather
stranded me in Chicago for nearly five days.
The airport was closed for four days, and we

were forced to sleep in the terminal wherever

we could find room.

ses a bit high this month.

3.Adopt a reader-focused approach

No matter what purpose your message has, it is the reader who decides whether you will achieve
the result you intended. Consequently, it is important to put your reader first. To achieve this you
must, first of all, have a clear picture of your reader when you prepare your message so that you will
be able to adapt your tone, style and content to your readers’ needs and establish a good relationship
with them. Ask the following questions to learn about your reader.

(1) Who is my reader?

Try to put yourself in your reader’s position and think from his/her point of view. In intercultur-
al communication you have to adapt to your reader’s way of expression, their culture and custom.

(2) What is the relation between my reader and me?

The answer to this question will help you adopt an appropriate tone and style. If the reader is a
colleague with whom you’ve kept long-term friendly relations, for instance, you may use a direct ap-
proach and a less formal style. On the other hand, if it is a new customer you have had no contact
with before, you may adopt a more formal style.
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(3)What do my readers want to know, and what is already known?
Readers want relevant and accurate information in order to reach a certain goal or solve a cer-

tain problem. They don’t want you to repeat what they have already known.

(4) What interests or motivates them?

In writing a persuasive message find out good reasons and evidence that is most persuasive to
your readers. Write about the benefits your readers can receive if they accept your idea.

(5) What will be or might be the reaction of my readers to my message?

If you predict that your readers’ reaction will be negative, that is, they will be displeased with,

uninterested in your message, use an indirect approach — give your evidence or reasons before the
main idea. Whereas, if your readers are likely to be positive to your message ,use a direct approach

— start a letter with a clear statement of the main idea followed by reasons and explanations. e. g. ;

Direct

Indirect

We have to raise the prices of our goods be-
cause of the sharp increase in the price of raw
materials.

As the prices of raw materials have sharply in-
creased, we have to raise the price of our

goods.

4.Get the right tone and style

In business messages, the tone most appealing to your reader is a tone that is friendly but effi-
cient, a tone that makes your reader feel there’s someone at the other end of the message who is tak-
ing notice and showing interest in his/her concerns. For this purpose write in a natural, friendly and
sincere way instead of an impersonal, written style.

The trend in today’s business writing is that people prefer style that is less formal and more nat-
ural. In many countries such as the US, business letters are often written in conversational style that
looks like face-to-face talk.

Consider the following methods to write in the right tone and style.

(1) Active voice and passive voice

Sentences in active voice are easier to read and understand than passive voice. People using ac-
tive voice sound more responsible and honest, while using passive voice seem to try to hide them-
selves behind the message. It is advisable to use active voice in routine messages.

Passive voice Active voice

Our plan has been changed.

We've changed our plan.

We cannot change damaged goods.

The managers consider the new measures effec-

Damaged goods can never be exchanged.

The new measures are considered by the man-

agers to be effective. tive.

Problems have been found in this contract. The contract has problems.

It is necessary that ent be effected next
payi We shall effect payment next month.

month.




However, under circumstances when you want to point out your reader’s faults and mistakes but

don’t want your message to sound accusing, or when you want to tell your reader what to do but don’t
want your message to read like an order, use passive voice, which helps you avoid using the word

“you” and makes your message sounds more courteous, considerate and objective. Compare the fol-

lowing sentences.

Sentences with “you”

Sentences without “you”

You shouldn’t load this kind of goods on deck.

This kind of goods cannot be loaded on deck.

You must not wash the wool sweater in hot water.

The wool sweater shrinks if washed in hot water.

You should never use that kind of paper in the

copy machine.

That kind of paper does not work well in the

copy machine.

You have to meet the deadline if you want your
goods to be shipped before the end of the

month.

The deadline must be met if the goods are to be
shipped before the end of the month.

You must correct all these copies by noon.

All these copies must be corrected by noon.

You lost the shipment.

The shipment is lost.

(2) Emphasize the positive

As the saying goes “Every cloud has a silver lining” , focus on the positive side rather than on

the negative. Stress what can be done rather than what cannot be done. Your message will sound

more sincere and friendly if you make your reader feel hopeful and optimistic.

Negative

Positive

We never exchange damaged goods.

We are happy to exchange goods that are re-
turned to us in good condition.

It is impossible to fill your order this month.

Your order will be filled next month.

We apologize for inconveniencing you during

the remodeling of our workshop.

The renovation now under way will enable us to

serve you betier.

(3)Use “you” attitude

Use “you” or “your” instead of “we”

and “our” , or “I” and “my”. This “you” attitude

shows that you see a problem or a matter from your reader’s perspective. It shows your warmth and

concern to your reader, while “I” or “we” attitude creates an impression of selfishness.

“We” attitude

“You” attitude

To help us process your order, we must ask for

another copy of the inquiry.

So that your order can be filled promptly,
please send another copy of the inquiry.

We offer T-shirts in different colors and styles.

Select your T-shirts from different colors and
styles.

We allow 5 percent discount for payment within
10 days.

You earn 5 percent discount if you pay within
10 days.
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(4) Be courteous
Writing in a polite and considerate tone is more effective to get your reader’s reply and accept-

ance. Courtesy also involves a prompt reply after receiving a message seeking information from you.
It is impolite to keep your reader waiting.

Impolite Polite

letter is not cl t all. I t under-
Your letter is not clear a cannat under If I understand your letter comrectly, ..

stand it.
You should give us more details on your prod-

Will you give us more details on your products?
ucts.

S.Have a good command of English

Foreign language is often used in international business,and English is the most widely used
language. Good sentence structure and correct usage of grammar, spelling, words and punctuation in

your letter leave a good impression of you and your company on your reader. Moreover, it improves

readability of your letter and avoids ambiguity.

Poor punctuation

Good punctuation

We are sending you under separate cover two
bags of samples for the goods you ordered by air
as instructed.

We are sending you, under separate cover, two
bags of samples by air for the goods you or-
dered.

Incorrect place of modifiers

Correct place of modifiers

Our new model desk is suitable for busy execu-

tives with thick legs and large drawers.

With its thick legs and large drawers, our new

model desk is suitable for busy executives.

Please inform us the earliest shipment we can

have as soon as possible.

Please inform us as soon as possible the earliest

shipment we can have.

Incorrect use of noun and pronoun

Correct use of noun and pronoun

After two-months slump, we increased the
sales.

After two months slump, sales increased.

Working as fast as possible, the goods are ready
to be shipped.

Working as fast as possible, we have got the
goods ready to be shipped.

Being a qualified expert in this field, I'm sure
you can do the job.

Being a qualified expert in this field, you can
surely do the job.

6.Have a good command of business knowledge

Business letters are often related to some special fields of knowledge, it is, therefore, important
to learn business practices and special terms. For instance, some widely used abbreviations may in-
volve complex business procedures and practices; some words and expressions that look familiar to
‘you may have meanings quite different from what you have leamed in everyday usage. Correct and
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accurate usage is the precondition in writing effectively. Let’s look at a few examples:

(1) Short forms that are widely used and accepted in business practice

Ex-works (Delivery at the factory)

Ex-warehouse ( Delivery at the warehouse)

F.0.T. (Free on truck)

F. 0.B (Free on board)

F. A.S. (Free alongside ship)

C.I. F. (Cost, Insurance, and Freight)

(2) Special terms which are often misunderstood

A good example is “short delivery” , which means that the delivered quantity of goods is less
than that stipulated in the contract. It was once mistakenly misunderstood for “quick delivery”.

Other business terms such as “Clean bill of lading”, “ All risks”, and “With particular aver-
age” , have specific meanings in international business practice. Incorrect usage and misunderstand-

ing may result in disputes and loss.

New Words and Phrases

correspondence [ kori’spondons] n. 1) communication by the exchange of letters E{SBX &
2)letters written or received {54
transmit [ trenz’'mit] v. send; convey f£3%
Iron transmits heat. €kf&S#k,
enhance [in’hains] v. to make greater in value, beauty, or reputation 7 ;i¥3t
Making dialogues in English can enhance students’ practical application of English.
FASEEHOT TS BRI SR ¥ A BB SCBR R FHRE T
to enhance friendship ¥ & 1§
personnel [ po:sa’nel] n.  (used with a pl. verb) persons employed by an organization, busi-
ness, or service 2{KR T ;HA
golden [ ‘gouldon] a. 1)having the color of gold &R
golden crops £ MR
2) marked by peace and prosperity MRERY, B AR
a golden age $RXATIH
3) of the greatest value or importance #E3Ff, HEMH
golden rules FEHM
intercultural communication B30 {LAR R
distract (from) v. to take (a person, a person’s mind) off what he/she is doing (T EH
%), gL
My attentions are distracted from my study. REIFE INEIPHET .
free from FLA -, SBR- o B, e HIHTAY
The advantage of the packing is that it keeps the goods free from dust.’
XMaEMMLSREERMARKL,



He seems to be naturally free from flu. Bl FRKAERSE T,
concise [ kon’sais] a. clear and succinct & BIIEE K
respond [ri'spond] ». reply WIRL, &R, AL
Students responded by warm applause. %24 LAFAIUMEFS
ambiguous [ =m’bigjuas] a. open to more than one interpretations i), BUBEFI Al
The meaning of this letter is ambiguous. XEHEHBEBAHE,
wordy [ 'wo:di] a. using more words than necessary IGEHY, BiWIH, LM
a wordy speaker W) AYHFE A
jargonm [ 'd3zaigon] n. the specialized or technical language of a trade T3%
cliché [ 'klizfei;kliz’fei] n. a trite or overused expression [Pkin] i
eliminate [i'limineit] v. to get rid of;remove [, MfR
to eliminate errors  JHBREEIR
to eliminate the false and retain the trune E{HFFEE
irrelevant [ i'relovont] a. unrelated to the matter at hand AAHXEH)
an irrelevant comment ZEARAXHTEL
count [ kaunt] v. 1)to recite numerals 1%
Let’s count one two three. FRfIJ3E#H1.2.3,
2)to have importance A #{H
Their opinions count for little. fthfi] A& WA M1
strand [ strend] v.  1)to drive or run ashore or aground {#i#E¥
2)to be brought into or left in a difficult or helpless position ¥
I was stranded in the strange town without money or friends. BTG, W XA &, R#EHAE
£ TR IR
persuasive [ po’sweisiv] a. having the power to persuade FHidiR S, B AFSRE
a persuasive argument 4 AfSIRAGIE KR
a persuasive evidence LR /1 RUEHE
courteous [ 'kortios] a. characterized by gracious consideration toward others FFLEH8Y, Bt
23]
renovation [ ronou’veifon] n. FH
punctual [ 'papktjusl] a. acting or arriving exactly at the time appointed  YEHF i) , =<0 fa] 49 ,
i3 1)
to be punctual for the class M#ERT iR
punctuality [ papktfu’zloti] n.  AERS;<FBf
stipulate [ 'stipjuleit] v. to lay down as a condition of an agreement #E
The contract will stipulate a price and a date of payment. & [A]¥§3E 4 #& F£T2X H I,
appealing [ 5'pitlin] a.  having the power of attracting or of arousing interest F YL S, 5| A
TER
appealing scenes 7| A Hiige
referto ov. 1)to mention E£F|



