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2 WRITING FOR MODERN BUSINESS COMMUNICATION

WRITING IN BUSINESS WORLD

C ommunication is one of the most important aspects of a business organization. We
communicate internally with our bosses, our colleagues, various levels of staff elc,
and externally with our clients/customers, our suppliers, the supporting institutions like
banks, associations, and the general public. Effective communication can be thought of as
the oil that lubricates the working organization and keeps it running smoothly and
successfully. Communication may take various form — oral or written — and the ability to
write effectively in English for business correspondence is a crucial skill for business
people around the world. In comparison with oral communication, written communication
gives structure and form to our ideas, so it has the advantage of providing records,
reference, and legal defense. The message can be carefully prepared, can be read by a
large audience through distribution of mass mailings, can promote uniformity in policy and
procedures, and can reduce costs in some cases.

Forms of Writing for Business Communication

The main forms of written communication, both internal and external, are shown below:

B Memo

Il Report

& Staff newsletter
& Minutes (R 4 Sp— .7
B Notice ¥/} 1784/ GOmBIILCaL10
& Circular

B E-mail

& Questionnaire

¥=] Letter

=] Telex

=] Fax -
=TTelegram

¥=) Leaflet/advert
¥=7 Press release
¥=7 Invitation

=] E-mail
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To choose the appropriate form of writing for business communication, we need to take
into account the following factors:

& Cost
Consider how much the communication will cost in way of the results expected: Can an

internal message be handwritten or does 1t need to be typed? Is the postal service
satisfactory, or can telex or fax be justified?

= Confidentiality
Telex or fax may not be suitable for sending confidential information, so a memo may

need to be enclosed 1n an envelope.

= Safety and security |
Should a special post office service be used, e.g. registered or recorded delivery?

Would a courier service be justified?

< Influence
To convey a certain impression, a congratulatory telegram or invitation will be suitable.

And multi-colored letterheads on high-quality paper also convey a good image of a
company.

= Urgency
Choose the form of writing which will produce the desired results in the time available.
Perhaps the higher cost of a fax will be justified by the results obtained through its

speed.

w Distance
Consider if the communication 1s within the building, in the same town, or on the other

side of the world?

= Time of day
This 1s particularly important when communicating with overseas countries, €.g. e-mail,

telex and fax.

= Resources
Consider the equipment and staff available on both sides, e.g. telex operator, fax

machine and computer network.

& Recipient and nature of information
Consider who 1s receiving the message and what message is to be conveyed so that the

style of writing can be made formal or informal correspondingly, e.g. letter vs. e-mail,
leatlet vs. notice.

The choice of written communication depends on the need of the communicator, but it
should be allowed some room for flexibility.
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Barriers in Written Communication

Many problems encountered in business result from miscommunication. What the recipient
understands by a message may not always be the message which the sender intended.
Several written communication barriers exist between the sender and the recipient due to
writing deficiency. These barriers lie in the factors below:

= ] anguage
Choice of words is vital to the effectiveness of written communication. Many words
have different meanings. Our background knowledge and experience affect our
understanding, for instance, specialized computer terms may pose problems in the
communication between computer professionals and general staff of the company.

= Prejudgment
What 1s understood 1s often conditioned by what we already know and by our
background knowledge and experience. Often we hear what we want to hear, or what
we think we have heard, instead of what has actually been said.

& Relationships
The effectiveness of written communication may depend on our relationship with the
person communicating the message. If relationships between people are not good,
communication may break down or fail to be effective.

« Emotional responses
Communication cannot succeed if a person is highly emotional about the topic
concerned. Problems may arise from insecurity, fear, anger, etc. If emotions are high on
the part of the sender or recipient, then it would be better to wait for a while before
trying to put the message across.

Principles of Effective Written Communication
Eftective writing is to communicate a message successfully so that it is received as we

intended, without any misunderstanding. It can be achieved by being aware of the barners
which exist, and by considering carefully the following vital factors:

v What is the objective of the communication?
v'  Isitintended to give information, to persuade,
to request, to inform?

v" 'Who will receive the communication?
v"  What is the relationship between the sender and the recipient?
v" What is the recipient’s background knowledge and experience? |
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Under what circumstance is the communication taking place?

Why is the communication happening?
Is it urgent, serious, dangerous, emotive, and informative?

LN X

How will the recipient react to the communication?
How will the message affect the recipient?
Is it important? Will the recipient be offended or angered?

Will it achieve the desired aims?

A RANEA NN

Whatever way we choose to convey a message for effective business communication, a
high standard of use of English should be set and maintained, as high standards in our
writing suggest high standards in our business administration generally. The business text
must therefore be easily and quickly read and 1ts message must be understood exactly as
intended. The following guidelines should be applied to our written communication:

= Appropriate layout
Take care to display your business text, €.g. business letters, memos, notices, etc.

according to the standard format, with all necessary parts of layout included.

& Logically connected ideas
Make sure that your ideas must be suitably connected so that the reader can identify

related ideas while reading through and gradually understanding the message.

w Correct grammar and spelling
Train yourself to check for grammatical errors, words which are commonly misspelt

and sentences which are incomplete.

i Suitable style and tone
The style and tone must match the message and its reader. You cannot, for example

write a memo to a colleague in the same style and tone as you might use when speaking
on the telephone to a friend.

w Tactfully organized information
Business discretion goes a long way towards composing the written text to achieve

your communicative target. For instance, if a reader needs to be persuaded or
convinced, your information will need tactful planning and wording.

Information Technology & Writing for Modern Business Communication

In recent years information technology characterized with computer network and E-
commerce has been rapidly spreading around the world, exerting overwhelming impact on
business world as well as other walks of life. While paper-based manual systems for
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processing information and communicating are still very much evident, more and more
office functions and procedures are now being undertaken by computer-based technology.
And the implications of such information technology to communication methods cannot be
ignored. In the area of text creation, computer experts are trying to make our writing task
casier. Programs are available which will produce standard layouts for most business
documents when the inputs or variables are keyed in. In other words, we don’t decide on
the layout and some other components — the computer program does.

Sadly, many of these programs are written by computer experts who may not be so expert
In presenting documents for modern business communication, and quite a number of these
standard layouts are not applicable at all. In writing business documents the fundamental
skills of structure, tone and composition will always be of vital importance in ensuring
effective communication. Although the information technology will prove to be more
powerful, it 1s the writers other than the computers who can always have the control over
these factors.

The IT-induced keen competition has obviously pushed the tempo of life and improved
business efficiency, which, in turn, has had noticeable impact on the use of English in
writing for business communication. The style of writing in business world today is
characterized with the following:

® Simplification of layout and display

Despite traditional presentational conventions, fully-blocked style of display with
open punctuation has been widely used in many forms of business writing such as
business letters, memos, and reports etc. This means that every line of the letter begins
at the left-hand margin, with one-line space between sections of the document, and
usually there is no punctuation outside the body of the business document. This
simplification 1s widely accepted for the obvious reason that it is the quickest,
simplest, most up-to-date and attractive method of presentation, which is required by
business efficiency today.

® Use of short sentences and simple words
Use of English in business documents has become more and more informal and
relaxed 1n recent years, and long-winded, old-fashioned, jargon-filled language used
years ago has no place in today’s business communication. Writing in modern
business world aims to put across the message in a natural way, using a friendly,
informal style. The vocabulary and language used should lead to achievement of the
main aim in written communication — to be understood easily.

® Choice of tone for easy communication
In writing for business communication, the choice of tone, firm or friendly, persuasive
or concilhatory, depends on the impression we wish to convey on the recipient.
Courteousness has always been the basic tone in traditional conventions of written
communication, in particular between different levels of the management hierarchy 1n
large companies. However, as a result of the intensified competition in the
international business arena over the past decade, large and medium-sized companies
have undertaken downsizing and restructuring, characterized with the flattening of
management hierarchy through decentralization, delegation and empowerment, in
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order to rationalize the chain of command and boost efficient business communication.
The traditional channels of internal communication known as downward
communication, upward communication and so on, have therefore slipped into
obscurity, and horizontal (crosswise) communication takes the lead in speeding
information flow, improving understanding and coordinating efforts for the

achievement of organizational objectives.

Therefore the choice of tone in communication between different levels of staff
members has been adjusted for easy communication. Some polite expressions used so
commonly before in written communication like business letters and reports are no
longer applicable today, for example, “I am looking forward, with keen interest, to
your early reply.” “Thank you in advance for your kind attention to this matter.” “I
will appreciate it very much if you could kindly allow us another 10% discount.” And
such an expression as seen in a notice issued by the MD, “We hope to have the
cooperation of all staff.” gives a very good example of the appropriate tone, which is
bound to ease communication with the staff.

Although we can’t predict exactly how technology will develop 1n the foreseeable future,
high standards in writing for business communication should be always set and maintained

throughout the business world.
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Chapter 1 Principles & Procedures

Bu.s'z'ne.s'.s' letters are the main means of written communication to establish business
relations with the outside world. Business letters are sent out to convey the image of a
business organization, therefore they must be presented on quality letterhead paper, with

suitable layout, well-structured message, correct use of English and appropriate tone.

L.ayout of Business Letters

There are numerous ways to lay out business letters, but the simplest, quickest and most
widely used one is the fully blocked layout. This means that every line of the letter begins
at the left-hand margin, with a space of one line between parts of the letter (as shown on

next page). And commonly used with this fully blocked layout is open punctuation, which
means that there are no punctuation marks (mainly commas and full stops) outside the

body of the letter.

Normally a business letter 1s made up of 10 parts in layout as shown below:

0 Sender’s address ® Complimentary close

[t includes company’s name and postal address. In
letterhead writing paper these are usually printed
together with the company/organization logo and
contacts such as telephone number, fax number, e-
mail address/web site etc. (See the samples given.)

“Yours faithfully” is used in letters beginning with
“Dear Sir”, “Dear Sir or Madam™ or “Dear Sirs”,
and “Yours sincerely is used to match “Dear
(name)” letters.

® Date
[t is written in the order of day/month/year, such as 10

October 2000, with no abbreviation.

| Grﬁecipient’s name and address
The full name of the recipient is required with a

courtesy title before it, e.g. Mr, Mrs, Miss etc.

© Signature

Leave 4-5 line space for signature; use “p.p.”
before the name signed on behalf of the sender, ¢.g.
p.p. Jan Lee

L e

® Sender’s name
It 1s the sender’s name in print form.

L

© Salutation
The family name is needed only, with a courtesy title

before it, e.g. Dear Mr Hatton.

L ——

® Body
It is the central part of the letter, usually following a

subject line. The message 1s separated into paragraphs
with one line space between them.

—

@ Position

It is the title of the sender with the company. This
1S not necessary when the letter is mailed from a
home address.

@ Enc/Encs
This 1s an indication of something that is enclosed
in the letter, such as a cheque, a catalogue, etc.




