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When we began work on the first edition of Business Communications, we did so
because we thought we couid write a better textbook than was then available. In the
intervening 25 years, we've tried to make each edition better than the previous one.
Whatever improvements have occurred from edition to edition have resulted from
three ongoing experiences: (1) Our own learning from teaching and involvement in
business communication, (2) the constant changes in business communication
subject matter and course design— as revealed by the market research of pub-
lishers and by the academic research reported in professional journais, and (3) the
thoughtful and helpful reviews of each edition by many instructors. Although the
changes from edition to edition have seemed subtle to us, we realize that the
cumulative effect has been dramatic when we compare this seventh edition with
earlier ones.

Changes from Previous Editions

In some respects, this edition may contain more significant changes than did any of
the previous ones. In addition to the usual updating of content and revising of
end-of-chapter materials, we’ve incorporated material that, although perhaps not
revolutionary, does refiect the impact of recent developments and research in
business communication.

The business and government environment has been profoundly affected by
the personal computer/word-processing explosion of recent years. A casual glance
at the advertising in almost any metropolitan newspaper provides considerable
evidence that technological developments are bringing the computer age within the



Preface

monetary reach of all businesses and of most middie-income families. Although we
cannot really anticipate the eventual impact of this development— frequently called
the communication revolution—we have attempted to describe some of it and to
look into the “crystal ball”’ just a little in Part I.

We do know that the computer and its microprocessor chip are not very
intelligent things until humans tell them what to do and how to do it. And humaninput
can be effective only to the extent that people understand communication principles
and have the ability to write and speak successfully. Therefore, the focus of the
book is on the development of those personal communication skills and knowledges
needed by competent, upward-bound people.

Because of the widespread use of word processing in business, most manage-
ment personnel will be faced with the task of dictating letters and memorandum via
recording equipment for later transcription. in Chapter 6, we’'ve added a detailed
section on how to dictate, whether in a face-to-face situation with a secretary or in
the word-processing mode. We believe this addition to the chapter coverage of
message pianning provides the foundation for a variety of approaches to the study
of specific letter and memorandum problems.

Additionally, we have been influenced by an increasing interest expressed at
professional meetings in the broad area of international communication. But there
are constraints on how much classroom time can be devoted to this subject in the
basic business communication course. At any rate, we've attempted to introduce in
Part | some of the obvious problems of communicating with others whose cultures,
value systems, and language are unlike our own.

This opening portion of the book combines our traditional chapter on communi-
cation theory and behavioral foundations with chapters on technology and interna-
tional communication to provide a broad basis for the study of letters and reports in
an increasingly complex environment.

Another development affecting the content of this edition is the role of the
memorandum as the written message form most frequently prepared by most
people in business. There is, as well, a growing emphasis on oral reporting. Rather
than present these areas as minor parts of broader chapters on reports, we've
devoted an entire chapter to memorandums, including case study problems that
provide student opportunities to prepare memorandums while assuming a variety of
roles in each case. Placement of this chapter presented a most difficult problem
simply because memorandums are hybrids. They have characteristics of both
letters and reports; but they are a primary means of communicating within organiza-
tions, and the memorandum format is often used for report preparation. We believe
the placement of memorandums following the chapters on research methods and
graphics permits considerable flexibility in the study of reports. The logic of problem
solving and the use of graphics are valuable aids in memorandum preparation as
well as in report preparation. With the memorandum chapter preceding chapters on
short reports and formal reports, the study of report writing can be concluded at any
of three points —memorandums, short reports, or formal reports.

To add more depth to the study and practice of speaking and oral reporting,
Chapter 19 includes material on planning and making oral presentations, including
the use of visual aids.
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Features Retained from Previous Editions

Through successive editions of Business Communications, several *‘old standbys”
have proven highly successful, so we've tried to improve on them as distinctive
features of this edition:

1. The sentence-by-sentence analysis of letters provides the rationale for par-
ticular idea sequences and word choices.

2. The page-by-page critique of formal reports has been well accepted as an
approach to giving the student an understanding of total report preparation and
writing style.

3. The integration of listening practices, interviewing styles and methods, and
interviewing for jobs as part of the employment application section (initiated in the
sixth edition) has, from student comments, provided a valuable learning experi-
ence.

4. The coverage of letter writing is built on the three basic message plans rather
than on separate chapters on specific letter types or subjects. This approach has
been accepted as a valid way to develop genuine understanding of communicat-
ing through letters. We'd prefer our students to use some creativity within the
limits of the basic plans rather than become users of lock-step check lists.

5. The final two chapters on organizational communication and management
practices attempt to extend communication learnings into the organizational
environment in which they will be put to practical use.

6. As in earlier editions, this seventh has been prepared with our conscious
attention to the logical, simple-to-complex progression of content to assist the
learning process. Additionally, we have attempted to practice what we preach by
retaining a comfortable reading level.

A Total Teaching-Learning Package

A new package of teaching-learning materials complements the textbook and
provides both teacher and student with a great variety of materials and activities.

1. The Instructor’'s manual and the Supplemental Teaching Aids of the sixth
edition have been combined in a single Instructor's Manual to provide extensive
teaching suggestions, testing materials, textbook problem solutions, and supple-
mentary transparency masters for several textbook problems.

2. A package of fifty actual transparencies to use in lecture and discussion
sessions and to reinforce textbook concepts is provided with all textbook adop-
tions.

3. A separate item, the Study Guide, takes students through a series of
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exercises coordinated with the textbook. For each chapter, the Study Guide
includes these sections:
a. Check Your Knowledge, a set of short-answer items to assist in mastery
of the textbook concepts.
b. Communication Glossary, a matching problem designed to reinforce an
understanding of terms used in communication theory and practice.
¢. Check Your Business English, a series of short exercises covering gram-
mar and usage as an expansion of material in the textbook appendix.
d. Check Your Spelling, a list of commonly used words in which the student
corrects any misspellings.
e. Case Problems, a series of short letter and memorandum writing prob-
lems.

The guide also includes a set of leaming objectives for each chapter and an
objective test for each of the six parts of the textbook. Answers to all but the case
problems and the tests are provided in the study guide so the student may have
immediate reinforcement of learning.

These additional materials were developed to simplify and to strengthen the
study of business communication. We believe their use can provide more effective
use of both in-class and out-of-class time. We hope their use will reduce the massive
amount of paper reading and correcting that teachers face. The additional materials
also provide more constructive and immediate feedback to students than assign-
ments submitted to the teacher.

Course Design

A major objective of any course using this text should be to have students acquire
the ability to write well enough to bring credit to themselves rather than to ‘‘just
squeak by" in their careers. The text material is flexible so that emphasis can be
placed on writing, and additional topics can be included to meet the goals of any
basic course in business communication.

Several factors influence course design. How much prior applicable learning or
experience do students bring with them? How much classroom time is available?
What should be a desirable proportion of course time allocated to basic writing and
usage skills, to oral skills, to letter writing, to memorandum preparation, to research
methods, to written reports, to management principles, and to communication
theory?

Ideally, at least a sixty-hour classroom meeting course provides time to cover
most of the material. Certainly if everything in the book is to be covered in a 30- or
45-hour course, much of the coverage would be perfunctory. For a two-term course, -
Parts 1, 2, and 3 can be used for the letter-writing term and Parts 4, 5, and 6 for the
report-writing term. We do think, however, that a heavier outside-of-class reading
load and less in-class time can be used to cover Parts 1 and 6, with most in-class
time being devoted to intensive coverage of the other parts. Further suggestions for
course design are included in the instructor's manual.
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To Students

To this point we’ve written primarily to instructors about the content and use of this
book, and this probably hasn’t been too exciting. But the book was really written for
you—because we think this may be the most valuable subject you'll study. The
primary causes for dismissal from jobs held by college graduates are weak commu-
nication skills and lack of ability in interpersonal relations. In other words, people are
generally capable in their areas of technical expertise; but they frequently fail
because of their inability to speak and write effectively and because of their failure to
get along well with others.

From our own corporate experience, we know that good writing and speaking
are often the only things that bring a young person’s ability to the attention of
superiors. Leonard Read, president of the Foundation for Economic Education,
said:

Thinking things through—finding answers to knotty problems—is perhaps best
done in writing. Refinement demands that we visualize what is in the mind. Whatever
cannot be made clear in writing probably is not clear in the mind. Clarity is a product
of attentive practice and reflection.

And Daniel Webster philosophized:

If all my possessions were taken away from me with one exception, | would choose
to keep the power of speech, for with it | would soon regain all the rest.

These quotations typify what this book is about. We hope it will help you.

Our Thanks

First, we express our grateful appreciation to our wives —Maxine and Maxine —to
whom we dedicated the first edition and who have somehow survived and helped us
survive our 25 years with Business Communications. Second, we are indebted to
our teaching colleagues and our students at Arizona State University and the
University of Southern California for their insights, criticisms, and support. Finally,
we offer sincere thanks to the following professionals who provided insightful
comments, valuable suggestions, and helpful information for this edition:

R. Jon Ackley George Boulware

Virginia Commonwealth University Belmont College

Sherrill Amador M. E. Bowe

Southwestern College Community College of Denver
Vanessa Dean Arnold Carl H. Boyer

University of Mississippi University of Toledo, Community and
Vickie Lynn Boeder Technical College

Madison Area Technical College William J. Burling

Pennsyivania State University



Preface

Eugene Calvasina
Troy State University

Joseph Cantrell
Foothill College
James L. Clark
Pasadena City College

J. R. Cole
University of Akron

Beth Crabtree

Guilford Technical College
Shela Criger

Mohave Community College

Frankie T. Davis
Paim Beach Junior College

Rodney Davis
Ball State University

Janette Day
Fullerton College

Wanda DeBoer
University of Northern Colorado

Marcia Dier
Clackamas Community College

Earl A. Dvorak

Indiana University

Margaret Ehrhart

Fairleigh Dickinson University

Gwendolyn M. Ellis
Grambling State University

Berta Gramling
Phillips County Community Coliege

Carmen Giriffin
Rio Salado Community College

Dave Hamilton
Sheridan College

Elien G. Hankin

Rider College
Margaret Hebert
University of Houston

Rovena L. Hillsman
California State University

Larue Hubbard

Glendale Community College
Fred Jordan

Barry University

Debra K. Kellerman
St. Cloud State University

Eiree Kellog
University of Utah

Erna Kemps
North Central Technical Institute

Morgan Kjer
North Hennepin Community College

Barbara Lea
West Valley College

Dorothy Leavitt

Sul Ross State University
Judy Leusink

Aims Community College
Jewel Linville

Northeastern Oklahoma State
University

Barbara Loush

Oakland Community College
Cynthia Lyle

Texas Tech University

C. R. McPherson

Louisiana State University-
Shreveport

Athyleen F. Nicholson
Fort Steilacoom Community College

Frederick E. McNally
California State University

James G. Patterson, lli
Jackson Community College

Bernard J. Reilly
Oakland Community College

A. Ray Rustand
Pensacola Junior College

Larry Smeltzer
Louisiana State University



Carleen Spano

Miami-Dade Community College
Goldie Sparger

Surry Community College
Lois A. Sullivan

Bergen Community College
Alden S. Talbot

Weber State College

Billy E. Thompson

Austin Peay State University
Beulah Underwood

San Diego Mesa College

Preface

Robert Underwood
Ball State University

Anne C. Utschig

University of Wisconsin-Fox Valley
Douglas F. Warring

Inver Hills Community College
Max L. Waters

Brigham Young University

Jerry L. Wood
Northern Montana College

William C. Himstreet and Wayne Murlin Baty



Part 1

COMMUNICATION ENVIRONMENT AND FOUNDATIONS 3

Chapter 1
Communication Foundations 5
Information Theory 7
Theory of Human
Communication 10
Behavioral Concepts 12
Hierarchy of Communications
Levels 19
Language and Culture 20
Summary 21
Exercises 22

Chapter 2
The Communication Technology
Revolution 24
The Rapid Acceleration of
Progress 25
Word Processing and Personal
Computers 26
Using the Executive Work
Station 27
Using a Word-Processing
Center 28
Electronic Mail 31

Teleconferencing 33

Summary 33

Glossary of Personal Computer and
Word-Processing Terms 34

Exercises 36

Chapter 3
International Business
Communication 37

The Cultural Environment of
International Business 38

Achieving Empathy 39

American Values and
Stereotypes 39

Written Communication
Problems 40

Semantic Problems and
Translation 42

Nonverbal Communication
Problems 43

Some Light at the End of the
Tunnel 45

Summary 46

Exercises 47



Xiv

Contents

Part 2

WRITING, PLANNING, AND DICTATING 49

Chapter 4

Usmg Words Effectively 51
Messages Without Words 52
Simple Words 54
Categories of Words 56
Frequently Misused Words 69
Summary 71
Exercises 72

Chapter §

Using the Techniques of Style 76
Phrases 77
Sentences 85

Paragraphs 98
Compositions 103
Summary 106
Exercises 108

Chapter 6
Organizing and Dictating
Messages 113

Organizing Letters 115
Dictating Messages 121
Summary 132
Exercises 132

Part 3
COMMUNICATING THROUGH LETTERS 137
Chapter 7 Chapter 9

Writing About the Routine and
the Pleasant 139
Letters About Routine Claims 140
Routine Letters About Credit 144
Letters About Routine Orders 149
Letters About Other Routine
Requests 153
Summary 156
Fxercises 157

Chapter 8
Writing About the
Unpleasant 164
Saying “No" to an Adjustment
Request 166
Saying “No” to a Credit
Request 171
Saying “No" to Someone Who Has
Ordered Merchandise 175
Saying *'No” to a Favor
Request 179
Summary 181
Exercises 182

Writing to Persuade 188

Getting Ready 190

Using an Attention Getter 192

Introducing the Product 196

Presenting Convincing
Evidence 198

Writing a Complete Sales
Letter 206

Writing a Persuasive Request for
Action 211

Writing Collection Letters 215

Collection by Telephone and
Telegram 225

Summary 226

Exercises 226

Chapter 10

Writing Special Letters 233
Congratulatory Letters 234
Letters of Recommendation 235
Letters about Reservations 238
Letters of Invitation 238
Letters of Condolence or

Sympathy 240



Contents
Thank-you Letters 241 Summary 246
Letters of Evaluation 242 Exercises 246
Part 4
COMMUNICATING ABOUT EMPLOYMENT 251
Chapter 11 Chapter 12
Writing about Employment—The Talking about Employment—
Application 253 Listening and the Interview 307
What Empioyers Want 254 Listening as an Interview Skill 308
What Prospective Employees Types and Styles of Interviews 311
Need 255 The Job Interviewer's Role 313
The Résumé 260 The Interviewee's Role in the Job
The Application Letter 271 Hunt 317
The Letter of Summary 324
Recommendation 291 Exercises 325
Other Letters about
Employment 294
Summary 297

Exercises 297

Part 5

COMMUNICATING THROUGH MEMORANDUMS AND REPORTS 327
Chapter 13 Summary 377

The Report Process and Exercises 377

Research Methods 329
Characteristics of Reports 330

Recognize and Define the Chapter 15
Problem 334 Preparing Memorandums 382
Select a Method of Solution 336 Qualities of Memorandums 383
Collect and Organize the Data 349 Informational Memorandums 385
Arrive at an Answer 351 Procedures and Instructions 390
Summary 352 Persuasive Memorandums 395
Exercises 353 Helpful Guides for Memo
Writers 395
Chapter 14 Summary 396
Managing Data and Using Exercises 396

Graphics 355
Managing Quantitative Data 356
Using Tables and Graphics 360 Chapter 16

Introducing Tables and Grapns in Planning and Organizing Formal
the Text 374 Reports 406
Using Common Language to What Are Formal Reports? 407

Describe Data 376 The Growth of a Report 407

Xv



Complete Report Outline 419
Organizing Reports 420

A Sample Problem 427
Using Outline Symbols 431
Organizing Data 432
Summary 434

Exercises 434

Chapter 17
Preparing Short Reports 437
Characteristics of Short
Reports 438
A Sample Short Report 439
Letter Reports 449

Contents

A Sample Letter Report 450
Proposals 450
Summary 455
Exercises 456

Chapter 18
Preparing Formal Reports 463

Composition 464

Special Parts 473

Physical Presentation 475
Report Critique 484

A Formal Report Checklist 508
Summary 511

Exercises 512

Part 6

ORAL COMMUNICATIONS AND COMMUNICATION MANAGEMENT 527

Chapter 19

Speeches, Oral Reports, and

Group Communication 529
Controlling Voice Qualities 530
Knowing the Audience 532
Making a Speech 533

Communication Flow in
Organizations 566

A Supportive Climate 568

Summary 571

Exercises 571

Making an Oral Report 540 Chapter 21
Communicating in Groups 547 Communication
Leading Conferences 551 Management 574

Leading Committee Meetings 551
Running Banquets 555
Summary 556

Exercises 556

Chapter 20
Communication in
Organizations 558
Three Levels of
Communication 559
Characteristics of Formal
Organizations 559
Organizational Structure and
Communication 562

External and Internal Systems 564

Communication Probiems in the
Organization 575
Tips for the Individual Manager 577
Suggestions for the
Organization 578
Managing Written
Communications 579
Summary 587
Exercises 588

Appendix 589

Pretest 590

|. Grammar 582

Il. Mechanics 614
Posttest 649
Grading Symbols 672









PART




