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PREFACE

Successful Writing at Work is a comprehensive introductory text for business, tech-
nical, professional, and occupational writing courses. As readers of earlier editions
of this text have learned, Successful Writing at Work can help students develop key
communication skills essential for a successful career. Writing is a vital part of vir-
tually every job today —and this real-world, practical textbook will guide students
to become better writers while they also learn to develop and design effective work-
place documents, visuals, and presentations.

Successful Writing ar Work continues to take students step by step through each
type of workplace writing by giving them detailed guidelines for preparing clear,
well organized, and readable documents, websites, and presentations for a wide
variety of readers. Moreover, because effective models are critical to learning
new skills, students will—as in past editions—find a wide and up-to-date range of
realistic and rhetorically diverse examples (all of them annotated and visually
varied) demonstrating the function, scope, format, and organization of various
types of documents. All of these models are focused directly on practical issues in
the world of work and portray employees as successful writers.

This new ninth edition is as versatile as it is comprehensive. Full enough for a
16-week semester, it can also be easily adapted to a shorter 6-, 8-, or 10-week course.
Furthermore, Successful Writing at Work is designed to go beyond classroom appli-
cations: It is a ready reference that students can easily carry with them as they begin
or advance in the workplace. As students will quickly find, this edition —like earlier
ones—is rich in practical applications. It can be as useful to readers with little or no
job experience as to those with years of experience in one or several fields. This edi-
tion also takes into consideration the needs of students reentering the job market or
changing careers.

B Distinctive Features of Successful
Writing at Work

The distinctive features that in the past have made Successful Writing at Work a user-
friendly text in the contemporary workplace continue to be emphasized in the ninth
edition. These features include those skills that are central to success in the world of
work —analyzing audiences, approaching writing as a problem-solving activity,
using the latest workplace technologies, being an ethical employee, and writing for
the global marketplace.

® Analyzing audiences. The ninth edition once again stresses the importance
of audience analysis and the writer’s obligation to achieve the “you attitude”
in every workplace document. Moreover, the concept of audience is extended
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to include readers worldwide, as well as non-native speakers of English,
whether as co-workers, employers, clients, or representatives of various
agencies and organizations. Memos, e-mails, letters, résumés, application
letters, summaries, visuals, websites, instructions, proposals, short reports,
long reports, and presentations are introduced and illustrated with the
intended audience(s) in mind.

Approaching writing as a problem-solving activity. The ninth edition con-
tinues to emphasize workplace writing as a problem-solving activity in
which employees meet the needs of their employers, co-workers, customers,
clients, and vendors worldwide by getting to the bottom line. Successful
Writing at Work presents multiple situations and problems that students will
have to address, and it highlights the rhetorical and technical options avail-
able for solving these problems. It teaches students how to develop the criti-
cal skills necessary for planning, researching, drafting, revising, and editing a
variety of documents from memos to reports. In addition, in-depth case
studies throughout the book demonstrate how writers find resources and
develop rhetorical strategies to solve problems in the business world.

Using the latest workplace technologies. This ninth edition offers the most
current and extensive coverage of communication technologies for writing
successfully in the rapidly changing world of work-—from the Internet,
e-mail, presentation software, and instant messaging to the newest workplace
technologies, including blogs, wikis, document tracking systems, intranets,
whiteboards, web and video conferencing tools, and smartphones. You’ll find
coverage of these technologies not only integrated into each chapter, but also
highlighted in the Tech Notes boxes in every chapter.

Being an ethical employee. Companies expect their employees to behave and
write ethically. Often, though, writers are faced with ethical dilemmas in the
workplace. As in earlier editions, the ninth edition of Successful Writing at
Work reinforces the importance of ethical workplace writing. Not only are
ethics stressed in Chapter 1, but all chapters offer guidelines and examples on
the need to write and act ethically in the world of work. Special attention to
ethics can be found in the sections on editing to avoid sexism and biased lan-
guage; writing e-mails, instant messages, and blogs; drafting diplomatic and
respectful letters; preparing honest and realistic résumés; conducting accu-
rate, objective, and documented research; using and constructing unaltered
and unbiased visuals; preparing safe and effective instructions; and writing
truthful proposals and reports.

Writing for the global marketplace. In today’s global workplace, effective
employees must be consistently aware of and know how to write for a wide
variety of readers, both in the United States and across the globe. Conse-
quently, almost every chapter in this new edition includes increased coverage
of writing for international readers and non-native speakers of English. The
needs and expectations of these international audiences receive special atten-
tion starting with Chapter 1 and continuing throughout the chapters focus-
ing on correspondence, visuals, instructions, short and long reports, and
presentations.



Preface

B New and Updated Material
in the Ninth Edition

To meet the needs of employees in today’s workplace, the ninth edition of Success-
ful Writing at Work is one of the most extensively revised editions yet. It has been
carefully streamlined and updated to make it the most contemporary tool possible
for instructors and students alike. Throughout this edition you will find strength-
ened coverage, new topics, updated guidelines, and a wealth of new annotated ex-
amples of workplace documents, plus new Tech Notes, case studies, and exercises
to make the presentation of workplace writing more relevant and current. Here is
an overview of what has been added or updated to make Successful Writing at Work,
Ninth Edition, a comprehensive and up-to-date text:

® New chapter on research and documentation. The ninth edition includes a
new Chapter 8, “Doing Research and Documentation on the Job,” focusing
on the tools and strategies students need for workplace success. Beginning
with a discussion of how research done in school differs from that in the
workplace, the chapter gives students a thorough and realistic introduction to
the types of problems they will need to research and solve in the world of
work. Special attention is given to the methods and types of primary research
most often used in the workplace (with new annotated examples), including
observations, interviews, focus groups, and surveys. Secondary research is
covered in even greater detail than in previous editions—again from a work-
place perspective —with an emphasis on navigating different types of libraries
(including Internet and corporate libraries); using general and business-
specific periodical databases; consulting reference materials with demographic
and government statistics; conducting business-oriented Internet searches;
taking effective notes; and documenting sources properly according to the
latest MLA and APA guidelines.

New real-world extended examples in the research chapter. The most in-
novative features in Chapter 8 are its two new extended examples, both
adapted from real-world sources: “The Ways Research Is Conducted at the
B&L Stores,” written by a retail executive with years of practical experience,
is a behind-the-scenes look at how and why research is necessary for both
day-to-day and long-range decision making. “A Marketing Plan for Sawmill
Ridge,” written by a collaborative real estate marketing team, is an actual
business research report—fully annotated —that illustrates the range of re-
search methods and materials covered earlier in the chapter and demonstrates
how writers organize the results of their research for decision makers.

New and expanded coverage of workplace technologies. In addition to new
and revised Tech Notes in every chapter, business communication technolo-
gies are highlighted in many of the chapters: Chapter 3, “Collaborative Writ-
ing and Meetings at Work,” now includes a new section on collaborative
editing using e-mail, document tracking systems, and wikis. Chapter 4,
“Writing Routine Business Correspondence,” provides updated coverage on

xxi
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writing and organizing e-mails, along with new sections on (and examples of)
instant messages and internal and external business blogs. Chapter 7, “How
to Get a Job,” features updated coverage of online résumés, along with new
sections on developing and designing career portfolios. Chapter 8, “Doing
Research and Documentation on the Job,” details the latest strategies for
doing research with electronic and print sources and documenting a wide
range of sources—print, electronic, personal, statistical—in the business
world. Chapter 11, “Designing Successful Documents and Websites,” contains
a new streamlined discussion of writing and designing texts for an online en-
vironment. Finally, Chapter 16, “Making Successful Presentations at Work,”
helps students understand how to be better, more persuasive speakers using
PowerPoint technology and includes a revised sample slide show.

New and Updated Tech Notes. Thirteen new Tech Notes have been added
to this edition, covering important technologies ranging from coordinating
virtual meetings to finding gray literature and using RSS feeds, PDF files, and
whiteboards. In addition, all other Tech Notes have been updated, making
this edition a valuable introduction to the workplaces of the new millennium.
See the inside back cover for a complete list of the Tech Notes, both new and
revised, in this edition.

New and updated material on collaborative writing and meetings. In
addition to streamlined and updated guidelines for setting up, conducting,
and avoiding conflicts in group settings, Chapter 3, “Collaborative Writ-
ing and Meetings at Work,” now includes a section on ten ways to be a
team player, a discussion of collaborating electronically with new figures
showing how documents are collaboratively edited using e-mail and docu-
ment tracking systems, plus further guidelines on planning virtual and
face-to-face meetings.

New and enhanced discussion of workplace correspondence. Each of the
three chapters on workplace correspondence contains new and updated ma-
terial to help students become diplomatic and proficient writers. Chapter 4,
“Writing Routine Business Correspondence,” features updated coverage of
memos, e-mails, and faxes, along with new sections (with annotated figures)
on writing instant messages and internal and external blogs. Chapter 5,
“Writing Letters,” supplies updated guidelines for writing standard business
letters, as well as enhanced coverage of international business correspon-
dence. And Chapter 6, “Types of Business Letters,” gives students practical,
updated guidelines on writing various types of letters, with enhanced atten-
tion to how a corporate culture promotes its identity.

New and expanded coverage of employment correspondence. Already
praised for its helpful coverage of the job search, Chapter 7, “How to Get a
Job,” offers the most current advice on searching for and applying for a job.
It includes a new section on helping students prepare for their careers while
they are still in college; updated advice on searching for a job; streamlined
discussions and numerous annotated examples of résumés and letters of
application; cutting-edge coverage of online résumés; and new sections on
dossiers and career portfolios, with an annotated sample webfolio. Reflecting
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changes in how companies interview and hire job candidates, the chapter
closes with new, highly practical advice on interview strategies.
New model internal proposal. The new unsolicited internal proposal in
Chapter 13, “Writing Winning Proposals,” underscores a theme in this new
edition that technology and effective writing are inseparable in the world of
work. It is written to persuade a company to purchase GPS tracking systems
for its fleet of vehicles, a topic not only highly relevant in this era of escalat-
ing energy costs, but one that effectively shows how proposal writers use
research and audience analysis.
® New and stronger emphasis on greening the workplace. This edition gives
greater attention to the importance of protecting and preserving the environ-
ment, both in the workplace and at off-site locations. Chapter 1 includes a
major example of how a power company and its employees safeguard the nat-
ural resources their customers need and then describes the ethical responsi-
bilities companies and their employees have to respect the environment.
Subsequent chapters include examples of how they can go about this. For
instance, Chapter 3 offers drafts of a report on the importance of recycling,
Chapter 8 includes a screen shot of the EPA website; and Chapter 14 shows a
progress report from a contractor remodeling an office space to save energy
as well as a test report on soil conservation.

B Organization of Successful Writing at Work,
Ninth Edition

The following overview of the organization of this new edition briefly outlines how
this text can help both students and instructors.

Overview of Part I: Backgrounds

Part I (Chapters 1-3) explains the foundational concepts of occupational writing,
the basics of the writing process, and the importance of collaborative writing in the
workplace.

Chapter 1, “Getting Started,” sets the stage for all occupational writing by in-
troducing writing as an essential job skill vitally important in the global market-
place, then defines and illustrates the basic concepts of audience analysis, purpose,
message, persuasion, style, and tone. The chapter then turns to the characteristics of
job-related writing and concludes with a strong emphasis on being an ethical writer
and employee.

Chapter 2, “The Writing Process at Work,” introduces students to the process
of researching, planning, drafting, revising, and editing their written work and then
shows them how to troubleshoot some of the most common writing errors found
in job-related writing. The information on effective writing in this chapter is
threaded throughout the ninth edition.

Chapter 3, “Collaborative Writing and Meetings at Work,” emphasizes the im-
portance of teamwork, giving students valuable and easy-to-apply guidelines for
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being productive, cooperative collaborative writers. This chapter also explores some
of the major problems writers face when working together and gives helpful, realis-
tic advice on how they can use software to become effective editors during the col-
laboration process. The final section of the chapter focuses on planning, attending,
and recording meetings.

Overview of Part Il: Correspondence

Part IT (Chapters 4-7) concentrates on how to write various types of business cor-
respondence, from informal documents and electronic correspondence to formal
letters and job application materials.

Chapter 4, “Writing Routine Business Correspondence,” offers abundant ex-
amples of and guidelines for writing workplace e-correspondence, including
e-mails, IMs, and internal and external blogs, as well as memos and faxes.

Chapter 5, “Writing Letters,” introduces students to the basics of letter writ-
ing, concentrating on why letters remain important in the Internet age, how to se-
lect appropriate letter formats, how to organize a letter, what constitutes a clear and
concise style, and why the audience’s needs must always be at the forefront. The
chapter also includes an in-depth section on writing for international readers.

Chapter 6, “Types of Business Letters,” examines the rhetorical strategies for
producing a variety of business letters, including inquiry, special request, sales, and
several types of customer relations letters. The chapter also gives students organiza-
tional strategies for preparing good news or bad news letters, along with annotated
examples of both appropriate and inappropriate letters.

 Chapter 7, “How to Get a Job,” takes students step by step through the process
of finding a job, from preparing for a career while they are still in college through
looking in the right places for a job, creating both print and online résumés, writing
application letters, preparing a dossier and webfolio, and interviewing. The chapter
provides a wide variety of sample documents — particularly résumés and letters of
application —from applicants with varying degrees of experience.

Overview of Part 111: Gathering and Summarizing
Information

Part III (Chapters 8 and 9) occupies a key position in the ninth edition because it
helps students identify and employ the strategies and tools to do careful research
and write clear summaries and abstracts essential in the busy world of work.

Chapter 8, “Doing Research and Documentation on the Job,” focuses exclu-
sively on the hows and whys of research in the workplace, from understanding the
research process as a whole to preparing a fully documented business research
report. The process of doing research is simplified by dividing it into three com-
ponents: doing primary research in a business context, doing business-focused sec-
ondary research, and avoiding plagiarism by properly documenting a wide range of
sources using MLA and APA styles. An annotated real-world business research re-
port illustrates how writers find, organize, and analyze information to help deci-
sion makers solve workplace problems.
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Chapter 9, “Summarizing Information at Work,” shows students how to write
clear and succinct summaries, including executive and evaluative summaries, ab-
* stracts, and news releases. Particularly helpful in this chapter is an extended, anno-
tated example showing students how to summarize —from an original document
with important points underscored to a working draft summary to a final, effec-
tive summary.

Overview of Part IV: Preparing Documents and Visuals

In Part IV (Chapters 10-16), students are given continued opportunities to apply
the skills they learned in Parts II and III to ever more complex writing assignments.
The section focuses first on visuals and document design, then on major business
and technical writing documents (instructions, proposals, short reports, and long
reports), and finally on presentations.

Chapter 10, “Designing Clear Visuals,” offers practical advice on designing, in-
serting, and writing about the numerous types of visuals (tables, graphs, charts,
maps, photographs, clip art) students will use in the world of work. An especially
helpful feature of this chapter is its emphasis on using visuals ethically and appro-
priately, especially for international audiences.

Chapter 11, “Designing Successful Documents and Websites,” stresses the sig-
nificance of document design and gives students practical advice and pertinent ex-
amples for making their work more reader-friendly and visually appealing. The
chapter also contains detailed guidelines on writing for websites, emphasizing the
differences between print and Web messages.

Chapter 12, “Writing Instructions and Procedures,” underscores the impor-
tance of writing efficient, safe, convenient, and audience-appropriate instructions.
Incorporated into the discussion are guidelines on planning, writing, and testing in-
structions, illustrated with a complete set of annotated instructions. Procedures, a
frequent business genre distinct from standard instructions, are discussed and illus-
trated in depth at the end of the chapter.

Chapter 13, “Writing Winning Proposals,” describes the persuasive nature of
proposals and explores how to write three common types of proposals: internal,
sales, and research proposals. Annotated examples of each type of proposal give
students positive, effective models to help strengthen their skills.

Chapter 14, “Writing Effective Short Reports,” outlines the principles common
to all short reports and then discusses specific types of reports, including periodic,
sales, progress, trip/travel, test, and incident reports. This chapter again cautions
students about the ethical implications of what they write and shows them how to
avoid typical pitfalls.

Chapter 15, “Writing Careful Long Reports,” encourages students to see the
long report as the culmination of all of their work in the course. The chapter looks
at individual parts of the long report illustrated in detail in the fully annotated
model report that closes the chapter.

Chapter 16, “Making Successful Presentations at Work,” offers common sense
advice on how to use the phone, conduct informal briefings, and prepare for,
organize, deliver, and evaluate a formal presentation with appropriate software.
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