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I INTRODUCTION

In the business community today, the importance of good
communication skills is even more stressed, as it is essentia] that
employees can use the tools of the evolving information technology

to communicate clearly, accurately and effectively,

The objectives of communication are to obtain complete
understanding between the parties involved, and elicit the responses
required. The first objeétive can be achieved through clarity of
expression; the second demands the right approach. This means
that the wfiter is courtecus, honest, tactful and - genuinely
interested in promoting a mutually beneficizl husiness arrangement,
taking into account the reader’s requirements, level of
understanding, and probable reaction to the information.

Principles of Good Communication

1. Consideration. Prepare every message w1th the reader n mmd
and. try to put oneself in his place. Plan the best way to present the
message for the reader to receive. Emphasize the You attitude
rather than the I or We.

Adapt the language and message to the receiver’s needs. It is also
better to focus on the positive rather than the negative approach,
Compare the following pairs of sentences.



1 write to send my congratulations.

Congratulations to you on your promotion!

We won't be able to _mrd-y%the brochure this month.
We will send you the brochure rext month.

We regret that you closed your account with us a wesk ago.

A week ago you closed your account with us. Whatever the
reason, we are pleased to have played sorne small part in your
progranmt. You are cordially invited to use our other services as

ceccasion may require.

2. CDlll'lesy Courtesy is not mere poﬁteness It stems from a
sincere You- attitude, The courteous writer should be sincere and

tactful, tboughtful and appreciative. Compare

Your letter is not clear at all. 1 can’t understand it.

If T understand ypur letter correctly, , . (tactful)

Avoid irritating, offensive or belittling statements; if an
apology is in order, make it graciously. For best results, and also as
a matter of courtesy, answer letrers promptly (see Chapter 9).

3. Clarity. The writer must try to express himself clearly, so that
the reader will understand. To achieve this, he should keep in mind
the purpose of bis letter. and' use appropriate words in correct’
sentence structures to convey bis méaning. He should also avaid

ambiguous sentences. Compare.

The L/C must reach us for arranging shipment not later than 8

October.
The L/C must reach us ‘not later than § October for arranging
shipment.



They bought a hicycle in Beijing in a small 'shop which costs
$ 25. 00. ) '

They bought a bicycle for $ 25, 00 in a small shop in Beijing.
He was warned not to drink water even in a restaurant which_

had not.been boiled.
He was warned not to drink water which had not been boiled.

To make his message clear, the writer must present it in well-
constructed sentences and paragraphs, and include necessary
transiticnal words or expressions to link them up (see Chapters
6&7). '

4. Conciseness. Conciseness means saying thing in the fewest
possible words. A concise husiness letter should say things -brieﬂy
but completely without losing clarity or courtesy. To achieve

conciseness try to avoid wordiness or redundancy.
a. Shorten wordy expressions.

We have Begun to export our machines to countties ahroad.
We have hagun to export our machines.

h. Use wards to replace phrases or clauses.

In the event that you speak to Mr Wood in_regard to
production, ask him to give consideration to the delivery

schedule.
If you speak to Mr Wood about production, ask him to

consider the delivery schedule.

We require furniture which is of the new type.

‘We require new-type furniture.



¢. Avoid padded expressions.

1t should be noted that this is the best we can do.
For your information we enclose a catalogue,
Please be advised that we have received your invoice.

5. Concretemess. Make the message specific, definite and vivid,
Compare:

These hrakes can stop a car within a short distance.

Thesa Goodson power brakes can stop a 2-ton car within 24 feet. '

A decision has been made to set up an office in Osaka.
The board of directors decided to set up an office in Osaka.

Various aspects of this equipment make it a good choice.
This machine is a good choice because it is more compact and less

expensive than any other one on the market.

6. Correctness. As apphed to a business message, correctness
means appropriate and grammatically correct language, factual
information and accurate reliable figures.

"Errors often occurred in business writing ;
a. with pronouns.

Our competitors were more successful than ours (us). -

"b. with adjectives.
The two first {first two) items are not available.

c. with article.

We are interested in same. (the same)

4



d. with verbs
Neither of the offers a.re- (is) acceptable.
It is one of the machines that was (were) delivered last week.

A block of flats are (is) being built.

e. with adverbs.
We had quite a (a quite) successful meeting.

f. with conjunctions.
He not ouly built (bmlt not ouly) houses, but also flats.

g. with participles
While studying the report, tbe telepbone rang. (insert 'l
was’between while and studying }

Special attention should ulsc bs paid to names of article,

specifications, quantity, figures, units, etc.

7. Completeness. A business communication should include all the
necessary information. It is essential to check the message carefully

before it is sent out.



Form and Structure of the Business Letter

1. Format. There are two main patterns in use at present.
a, Full block form.
OMNICORP INTERNATIONAL
17 Bunder Hill Road
Shrewsbury MA(G1545 -
Tel 03—345 6788 Telex 34567

June 3, 1986
EDD/M]

Mr R Jameson

25 Silverthorn Gardens
BATH Somerset

BA2 5AN’

Britain

Dear Mr Jameson

Filling system catalogues

We should be grateful for these copies of your current
catalogues. We are particularly interested in filing

cabinets.

Your sincerely

BD Davis
Managing Director



