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LESSON 1
Preparing for a Business Writing Project

Topics Covered

The three major functions of business writing.

The importance of defining the subject of your writing project.

The importance of defining the audience for your writing project.

Introduction

Writing business documents requires planning and preparation. It also takes writing skill
to produce a professional-looking, well-developed, and well-informed logical document.

❋

1.1. The Three Major Functions of Business Writing

In today’s information-driven business world, communication is the basis of a smoothly
run organization, regardless of the size. The majority of that communication is written.

When planning a business writing project, consider the three major functions of business
writing:

1. To inform.

2. To influence.

3. To entertain.

In the following discussion, we will do the following:

1. Look at each of these functions.

2. Discuss how to incorporate them into our writing.

3. Determine the type of business document we want.
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 1.1.1. To Inform

Informational business documents are created to convey all the information needed to
complete the operations of a business. Some examples of these documents are:

1. Meeting announcements.

2. Training materials.

3. Memos or letters accepting contracts or acknowledging orders.

The main focus of an informational document is to ensure understanding by the audience
through the use of clear, concise, logically presented content.

 1.1.2. To Influence

When composing the document, take into account the attitudes of the audience as well
as their expected actions as a result of reading the document. Documents created to
influence the audience include:

1. Presentation of ideas to supervisors, customers, and/or stockholders.

2. Letters written specifically to promote a product or service.

3. Grant proposals.

 1.1.3. To Entertain

Finally, it is important to retain the readers’ goodwill. This is done through exhibiting
knowledge of the English language and understanding human nature.The purpose of the
document is to persuade or influence the readers without offending them.

When asking for a payment, for example, using proper grammar and sentence structure,
along with appropriate, professional writing, will go a long way toward keeping that customer
and creating the goodwill that is necessary for success.

Before putting pen to paper, the writer must decide the following:

1. What is the purpose of the writing project? Ask the following questions when trying
to determine the purpose:

A. Is the project meant to inform or influence?

B. Is there a call to action in the document? A call to action can be as simple
as asking for a meeting or as complex as reviewing a contract and making
a decision.
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2. Who is the audience? This is an important part of the planning. Knowing who the
audience is will help you decide the following:

A. How much information is needed in the document.

B. What the structure (formal or casual) of the document will be.

C. What kind of language you will use. For example, if the audience is familiar
with the terminology and the concept, the document can have terms and
acronyms in it that a reader who is familiar with the terminology would
understand.

3. What information will be presented in the final document?

A. Creating an outline will help you determine what information will be needed
for the final document. The outline will also help you focus the information
and create a table of contents if necessary.
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 Exercise 1: Check for Understanding:
Three Functions of Writing

 5 to 10 minutes

In this exercise, you will respond to the following questions about the three functions of
business writing.

1. Which of the following are functions of business writing?

A. To entertain and solicit information.

B. To inform, to influence, and to entertain.

C. To solicit information, influence, and inform.

2. Which function of writing will provide the audience with a reason to act?

A. To inform.

B. To influence.

C. To entertain.

3. Discuss the following statement:When creating a professional business document,
goodwill must always be considered.
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Solution

1. B. To inform, to influence, and to entertain.

2. B. To influence.

3. Answers will vary, but students should bring up an explanation of what goodwill
is and why it is important.

❋

1.2. Knowing the Subject

There are five qualities of business writing that need to be considered as you are thinking
about the subject of the document:

1. Correctness

2. Clearness

3. Completeness

4. Conciseness

5. Courteousness

These five qualities are also referred to as the five Cs of business writing. Let’s look at
each one individually.

 1.2.1. Correctness

When composing a business document, make every effort possible to ensure that the
document is correct in all aspects. Proper English grammar, spelling, and punctuation
create a positive impression for the reader.

Correctness also refers to the facts and figures that are in the document. Carefully review
the document before submitting it to ensure the details are accurate and there is no room
for misinterpretation.

 1.2.2. Clearness

In order to achieve clarity in your business documents, you need to do the following:

1. Determine the purpose of the document.
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2. Plan the document.

3. Make sure that the document is concisely written.

4. Avoid the use of jargon; use plain, understandable language with enough detail
that the reader understands the message.

 1.2.3. Completeness

Be sure to include all the information necessary in the document for the reader to act upon
it.

For example, if you send an email or memo that states simply “The meeting will be on
Tuesday at 3:00PM,” the reader cannot act without creating a return document asking
where the meeting is and why it being held.

The proper message should be “The meeting about the new policies on tardiness will be
held in the conference room on Tuesday at 3:00PM.” With this message, all the needed
information is included. Do not waste your reader’s time with incomplete information.

 1.2.4. Conciseness

When writing a business document, every word counts. Nobody likes to wade through
paragraphs of text trying to find information. Some guidelines to achieve conciseness in
a business document are:

1. Get to the point and stick to it.

2. Leave out unnecessary words or words that repeat the message. Never use several
words when just a few will do the job.

3. Do not use meaningless phrases. “I think,” “I feel,” or “I believe” do not tell the
reader anything new.

4. Use simple constructions:

A. Words instead of phrases

B. Phrases instead of clauses

5. Use a different paragraph for each point being discussed.

 1.2.5. Courteousness

A friendly and sincere tone will convey courteousness in your business communications.
Your readers will respond more positively to a professionally written message that is
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friendly than to one that seems to be curt or overly formal. Even if you cannot provide an
answer to an inquiry right away, it is appropriate and professional to respond with a brief
note explaining that you have the request and are working on it. This will let your reader
know you received the request and will get back to him or her later.
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 Exercise 2: Check for Understanding:
Knowing the Subject

 5 to 10 minutes

In this exercise, you will respond to the following questions:

1. What do clarity and conciseness have to do with knowing the subject?

2. Review the following sentences and find the phrases that have become boring
through overuse or are excessively wordy. Replace them with clear, concise
wording that conveys the meaning just as well, or even better.

A. At the end of the day, the sales projections must exceed the goals or, with
all due respect, we will cancel the picnic.

B. You certainly were behind the eight-ball on that project!

C. I just can’t wrap my arms around this proposal about increasing the budget
for the communications department.

D. That idea was not even on my radar screen.

E. As a result of decreased sales and increased costs, we will no longer be
offering the number six widget due to its unpopularity.

F. Remuneration for the pre-ordered office supplies is due forthwith.

G. My harrowing experience at the overcrowded, noisy airport caused me to
be unduly late for the flight, which resulted in delaying my much anticipated
vacation by yet another four hours.

H. Your order for the lawn mower parts has been received.You will need the
lawn mower parts in order to fix the lawn mower. Lawn mower parts are
in great demand this time of the year.
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Solution

1. Answers will vary, but should include information about accuracy and completeness
of the information.

2. Answers will vary. Discuss each example with the class.

❋

1.3. Knowing the Audience

There are three reasons why it is important to know your audience when composing a
business document.While you are planning your document, think about who your primary
audience is and how they will react to your document.

Knowing your audience will:

1. Help you determine how you will write the document.

2. Provide you with guidelines on how much you need to write.

3. Determine how formal or informal the writing will be.

The audience is anyone who will read the document. The primary audience is the actual
person or group of people you are writing the document for. The secondary audience is
anyone else who might read the document or will be affected by the contents of the
document.

When you are creating the document you will keep the primary audience in mind, meeting
their needs and expectations, while remembering the secondary audience, but not focusing
on their needs and expectations.

 1.3.1. How to Write the Document

Knowing as much as possible about the audience, including how they feel about the topic
being presented in your document, will give you a good basis for the style of the writing
and the presentation of the information.

Anticipate the questions your reader will ask and be sure to answer them within the
document. The language you use in the writing will be dependent on who the audience is
and what they know about the information being discussed. If they are unfamiliar with the
topic, you will use more descriptive and explanatory language and fewer (if any) acronyms.
Jargon specific to the topic will also not be a big part of the writing.
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On the other hand, if the audience is very familiar with the topic, it is fine to use jargon
and acronyms appropriate to the discussion as they will be understood by the reader.

 1.3.2. How Much Information Needs to Be Included

If you know your audience is very busy, has only time to scan the information before
making a decision, and will not spend a great deal of time laboring over the details, you
would use a format that is short, easy to read, and contains only highlights or points of
interest. Bullet points will work well for this kind of audience.

If your reader is someone who will have a lot of questions, or does not know a lot about
the topic, you will need to include much more detailed information in the document. The
length of the document depends on the content and how much information you need to
include as well as what information the reader already has about the content. If you are
introducing a completely new topic, you will want to include as much detail as necessary
to get the desired message across to your reader.

The important thing to remember when trying to determine how much information is to be
included is to address the readers at the level of their existing knowledge.

 1.3.3. Formal vs. Informal Writing

How well do you know your reader? Is the reader someone you work with on a daily basis
who is very familiar with you and your work? In that case, the document can be less formal
than it would be if you don’t know your reader.

The audience as well as the content will both play a role in the formality of the document.
A memo or email will be less formal than a proposal for a new project, but both kinds of
communication need to be written professionally and accurately.
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 Exercise 3: Check for Understanding:
Knowing the Audience

 5 to 10 minutes

In this exercise, you will respond to the following questions about knowing the audience.

1. Of the following statements, which one is not a reason to know the audience before
writing your business document?

A. To help you determine how you will write the document.

B. To assist you in the grammatical structure of the document.

C. To determine how formal or informal the writing will be.

D. To provide you with guidelines on how much you need to write.

2. The following passage is from the captureplanning.com website. It is an introductory
paragraph and the first thing a viewer on the website will see. Read through it and
answer the two questions at the end:

A. In business proposal writing, the only opinion that matters is that of your
customer. If you want to know what to include in your proposal or how to
best format a proposal, you need to look at it from the customer’s point of
view. Business proposal writing should answer any questions the customer
has and explain the benefits of your approach. If you want to perfect your
proposal writing, you need to first perfect your understanding of your
customer. It’s not about what you want to say or how well you can describe
yourself; it’s about what the customer needs to know in order to select the
winner. Only after you master writing from the customer’s perspective can
you write a proposal that is the most effective. Some general advice for
people who are new to business proposal writing is provided in the following
link: http://www.captureplanning.com/!hc_proposal_writing.cfm.

i. Who do you think the audience is for the passage?

ii. What is the purpose of the passage?
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Solution

1. B. To assist you in the grammatical structure of the document.

2. Your instructor will lead a discussion about the style and format of the passage.

Conclusion

In this lesson, you have learned:

The three major functions of business writing: to inform, to influence, and to
entertain.

The importance of knowing the subject of your writing project.

The importance of knowing the audience for your writing project.
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LESSON 2
Email and Other Electronic Communication

Topics Covered

 How to organize the information for electronic communications.

 How to choose the appropriate electronic communication method.

 How to structure the communication for optimal results.

 About the Electronic Communications Privacy Act of 1986.

Introduction

It is becoming more and more common for business communication to take place
electronically. In this lesson, we will discuss how to organize the information for electronic
communication and structure it for optimal results. We will also look at different electronic
methods of communication and briefly discuss the Electronic Communications Privacy
Act of 1986 and how it affects the way we communicate electronically.

❋

2.1. Organize the Information for Electronic Communications

Electronic communications, typically emails, need to be short, usually no more than three
paragraphs.

In order to decide what information to include, you need to first determine the purpose.
The sheer volume of business email alone is reason enough to be brief and to the point
when writing business email.

Organizing your information into one of five paragraph styles will give your reader the
information he or she needs in a concise, easy to understand format. The five paragraph
styles are:

1. Chronological paragraphs

2. Compare-and-contrast paragraphs

3. Cause-and-effect paragraphs
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4. Problem-solution paragraphs

5. Relationship paragraphs

We will review each of these styles in detail so you can choose which one is appropriate
for the email message you wish to create.

 2.1.1. Chronological Paragraphs

If the topic of your email message contains steps to be followed, or lists events that either
will occur or have occurred, a chronological paragraph is a good choice.This organizational
style simply arranges information, events, or processes in the order they occur.
Chronological paragraphs may include:

1. Instructions to complete a task.

2. Processes.

3. Lists of events to occur.

Example: An email needs to be sent to the members of the team responsible for conducting
a systematic review process.

There are five steps to completing a systematic review of the new software installed in the
accounting department.

1. Frame the questions needed for a review.

2. Identify the relevant work.

3. Assess the quality of the studies.

4. Summarize the evidence.

5. Interpret the findings.

 2.1.2. Compare-and-Contrast Paragraphs

In a compare-and-contrast paragraph, the best way to draw parallels between two things
is:

1. Show how they are similar.

2. Emphasize the differences.
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In the following example, notice how the first sentence introduces similarities between two
things, the second sentence offers examples, and the final sentence lists the differences,
thus providing a contrast.

Example: Online and face-to-face classes have a lot of elements that are similar. The
content is the same, as are the outcomes and assessments. The differences are in:

1. The delivery.

2. The time frame.

3. The interaction between students and instructors.

 2.1.3. Cause-and-Effect Paragraphs

Cause-and-effect paragraphs generally work backward from the symptoms to the causes.
If you have to analyze a situation, not offer solutions, a cause-and-effect paragraph will
help your reader clearly see that something was caused by a previous event.

In the following example:

1. The first sentence explains the effect that is going to be analyzed.

2. The second sentence explains things that did NOT cause the situation, thus
eliminating possible erroneous conclusions.

3. The second sentence then clearly states what the actual cause of the problem is.

Example: Over the last sixteen weeks the enrollment in our technology classes has dropped
by about 27%. After checking with the enrollment counselors and student advisors, we
have determined that the cause is not because we increased the tuition, but instead
because the versions of the software we are offering classes on are old.

 2.1.4. Problem-Solution Paragraphs

Use problem-solution paragraphs to convey information about solutions to problems. The
paragraph should break down a problem into smaller problems and then offer solutions.

There are two different ways to present the information in a problem-solution paragraph:

1. List all the problems first, followed by all the solutions in the same order.

2. List each problem followed by its solution.
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In the following example, one main problem is broken down into three separate problems,
and then three solutions are given.

Example: We conducted a thorough evaluation of our website to determine why we are
averaging only two or three hits a day. We determined that our keywords are weak, we
don’t have enough links from other sites, and, when someone does land on our site, there
is nothing to keep them there, let alone return. Our recommendations are to increase our
SEO by strengthening our keywords, adding links to other pages within our site, and
revamping the site with better graphics and more information about our services.

 2.1.5. Relationship Paragraphs

A relationship paragraph is a model that organizes the material according to how it is
related to other material. For example, low to high, in to out, right to left.

The following paragraph organizes the percentage of loss of revenue from low to high,
starting with an overview statement. It compares revenue loss by department, the lowest
loss first and the highest loss last.

Example: Overall, our company’s revenue was drastically lower over the past year than
it has been in the past three years. The frozen food division suffered a 13% loss, while
the dairy department’s loss was 29% and the produce department revenue was down
38%. The only department that showed an increase in revenue was non-alcoholic
beverages, which were up 1.2%.

 2.1.6. Choosing the Organizational Model

Using well-crafted, organized paragraphs in your email communications will provide
concise, convincing information to your reader. There are some guidelines to choosing
which organizational model you will use.

1. Determine whether the purpose is to provide information, analyze data, or propose
a solution.

2. Solution paragraphs can be combined with other organizational models if the
purpose is to analyze and solve problems.

3. Chronological paragraphs work well when giving step-by-step instructions or
relating the history of something.

4. Make sure you have all the information and it is accurate. Organizing it into one
of the models may show that information is missing.

5. Use a model that accomplishes the goal of the message.
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 Exercise 4: Check for Understanding:
Organizing Information for Electronic

Communications
 10 to 15 minutes

In this exercise, you will consider the following scenario: your supervisor asked you to
research the recent downturn in traffic to one of the company bookstores at a local mall.
Write a paragraph organized in the correct model to convey the following information to
your colleagues at work: (Note: the information may have to be reorganized).

1. There are vacant store sites more centrally located in the mall that are available
for rent.

2. The bookstore signs on the mall marquees have been damaged by storms and/or
vandals and not repaired.

3. Signage on the road near the construction site will alert travelers that the bookstore
is still open, despite the construction.

4. Several stores in the wing of the mall where the bookstore is located have been
abandoned.

5. Construction on the street by the nearest mall entrance to the bookstore has been
going on for months.

6. Costs to repair and/or replace the damaged signs will be absorbed by the mall
insurance company.
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Solution

The correct format for the paragraph is problem-solution. Students can arrange either all
the problems first (sentences 2, 4, and 5) and the solutions in the same order (sentences
6, 1, and 3) or list each problem with its solution (2 and 6, 4 and 1, 5 and 3).

❋

2.2. Choose the Appropriate Electronic Communication
Method

There are two commonly used methods of electronic communication in business: email
and instant messaging (often referred to as IM). In this lesson, we will look at some
appropriate as well as inappropriate uses of both these methods in a business setting.

 2.2.1. Email

Emails can be used both internally and externally in business. Generally speaking, an
internal email will be less formal than one sent to someone outside the business.

Email can be customized to look like a standard memo or business letter. Tone becomes
very important in an email communication because the reader cannot see your face or
judge the tone by body language. The following is an example of an appropriate internal
email message.
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Aggressive and formal tone in an internal email message will send the wrong message to
the reader. Here is an example of the same email message using passive voice, a formal
greeting, and a closing that is not friendly. A reader who receives this email may even feel
a bit threatened.
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 2.2.2. Corporate Culture

When considering the use of email for communicating in the business setting, take into
account the culture of the organization and how it views email. Many organizations have
policies and procedures in place for dealing appropriately with email. Some common
procedures are:

1. Respond to email messages within a specific period of time, usually 24-48
hours. Although this may seem like a long time, especially if you have your email
open all day long, some jobs rely on email more heavily than others and it is not
easy to respond immediately to messages. If nothing else, the professional way
to handle an email message is to respond in a timely manner acknowledging
receipt of the message and letting the sender know you are working on any
requests that were made in the email.

2. When responding to email messages, respond only to those who actually
require a response. For example, it is not necessary to send a response to
someone who has just provided you with information like the example messages
above. You would not respond to Margo just to tell her you had no more agenda
items.

22 | LESSON 2: Email and Other Electronic Communication

EVALUATION COPY: Not to be used in class.



3. Be circumspect in the use of CC (carbon copy). Only copy those who need to
be copied in the message. Do not use CC to simply alert others about the content
of the email unless that content directly affects them or their jobs.

4. Use BCC (blind carbon copy) correctly. BCC is also something that should be
used carefully and only if the corporate culture considers it appropriate.

 2.2.3. Instant Messaging (IM)

Instant Messaging is rapidly becoming more popular in business environments because
it affords instant communication (even faster than email) and the ability to condense and
tightly focus the message.

It is important to understand the use of IM tools as well as to know how to compose an
appropriate IM chat. The IM function allows for real-time chatting that can be, and often
is, monitored and stored by the company.

Following are examples of two instant messages, each one asking for the same kind of
information. This one is appropriate for the business environment:

This one is highly unprofessional:

.
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The writer in the second message is obviously using very casual language and informal
acronyms that may or may not be understood by the recipient.

When writing an IM in a business environment the rules of professionalism and etiquette
apply:

1. Check your message.

A. Is it simple or complex?

B. How soon do you need a response?

C. Consider if email would be more appropriate.

2. Have your message ready to type or even already typed. Don’t make your recipient
wait for you.

3. Begin an IM conversation by asking if the recipient is busy and then be brief and
to the point.

4. Do not have more than one IM conversation going at the same time.

5. Use professional business language to convey the proper tone.

A. Inappropriate: “Golleee, what numbskull thought this up?”

B. Appropriate: “Who thought of this idea? It is interesting.”

6. Use the tools in the program to alert your colleagues when you are unavailable
or busy.

7. End the IM conversation courteously by letting your colleague know the
conversation is over.

A. Example ending: “Thanks for your help. I will be gone for the next hour or
so.”

B. Or “Ok, thanks, I will be working on this later today. Bye.”
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 Exercise 5: Check for Understanding:
Appropriate Electronic Communication

Methods
 15 to 20 minutes

In this exercise, you will answer the following questions about appropriate electronic
communication methods.

1. Read the following scenario and answer the questions that follow. Scenario: A
new software version was recently installed in the customer service area. It is
supposed to make tracking customer complaints and their resolutions easier, but
you have received several IMs stating that it is cumbersome, hard to understand,
and not at all user-friendly. You know that the head office has stated that the
software will be used and there is no room for debate on that issue.You also know
that the training department is in the process of setting up training classes on the
optimal use of the software, even though it is late.

A. What electronic method will you use to communicate this information to
your co-workers?

B. Why did you choose that particular method?

2. How would you respond to your co-workers who constantly IM you at work when
you are trying to get something done and don’t want to be interrupted?

A. Ignore the messages.

B. Answer briefly and cut off any chats.

C. Use the IM tools to inform everyone you are unavailable.

D. Tell everyone to quit annoying you.

3. Which example below demonstrates the proper tone for an email or IM message?

A. Huh? BTHOOM. I just don’t get it.

B. The new billing requirements are so stupid! Pretty soon we will have to
bill the client every time we get a drink of water.

C. The viability of the operation, compared to the veracity of the client, is
presumed to be a presumptuous attempt to eliminate confusion.

D. To get the new category to work, just enter MCS followed by the order
number.
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Solution

1. The answers to questions are:

A. The proper method of communication is email.

B. Answers will vary but students should mention the amount of detail that
needs to be conveyed necessitates email rather than IM.

2. C. Use the IM tools to inform everyone you are unavailable

3. D. To get the new category to work, just enter MCS followed by the order number.

❋

2.3. Structure the Communication for Optimal Results

A well-written, structured email provides information about you and your level of
professionalism; therefore, this should be considered every time you write a business
email.

Below is a general structure to business emails that works well, shows your professionalism,
and leaves your reader with a good feeling about doing business with you.

1. Greeting

2. Reason for email

3. Body of email

4. Closing line

5. Signature

Let’s look at each of these sections in detail, keeping in mind that as the conversation
moves forward in the email, not as much detail will be necessary in some of the sections.

 2.3.1. Greeting

The greeting in a business email message is fairly simple. If it is someone you know and
have done business with in the past, an informal “Hi NAME” or slightly more formal “Dear
NAME” will work just fine.
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If the recipient of the message is someone you do not know, but you know the name, then
it is appropriate to greet the person with “Mr. NAME” or “Ms. NAME.” If you are writing to
someone whose name you do not know, the proper greeting can be simply “Hello.”

The thing to remember is to use a greeting of some kind. It will help set the tone for
the message.

The second part of the greeting is the ice breaker. It is just a quick, pleasant extension of
the greeting and can look like this for a first-time correspondence:

1. I hope the day/week is going well for you.

2. I hope all is well since we last spoke.

3. I hope all is well.

Once you have corresponded at least once, this part of the greeting should change to
include an acknowledgement of their return message:

Thanks for getting back to me.

Thanks for your quick response.

Thanks for your response.

This second part of the greeting is also very important in setting a professional, yet friendly
and approachable tone to your email.

 2.3.2. Reason for email

When contacting a recipient for the first time, mention how you obtained the recipient’s
contact information. Possibly you met him or her at a conference or other meeting and
exchanged business cards, or you found his or her contact information on a Website.
Establishing a connection early in your message will help your reader want to continue
reading the message.

Once you have established a rapport with your reader, you will need to tell him or her just
what it is you are emailing about. Make sure this comes close to the top of the message,
right after the greeting, so your reader does not have to scroll down to see just what the
email is all about.

This can be a single sentence, and should not be more than two sentences at the most.
Some examples of this are:
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I wanted to hear your opinion on ...

I want to update you on ...

I have some news for you about ...

Make it interesting, short, and to the point.You want your reader to read on to find out the
rest of the information, but remember that email messages should be short and concise.
If the readers do not have to scroll through the email to find out what it is all about, they
will appreciate it and will stay on the message to read more if the topic is of interest to
them.

 2.3.3. Body of email

The body of the email should be short, to the point, and understandable. Bullet points are
appropriate ways to list several points in an email, but they need to be introduced so the
reader can follow the content.

There are three parts to the body of the email:

1. Situation, problem, or issue: In this part you will write a sentence or two
describing whatever the topic of the email is. Introduce one situation, problem, or
issue per paragraph. If there are more than two or three situations, consider multiple
emails, each one dealing with the individual topics.

2. Benefits, solutions, or suggestions: A sentence or two explaining the benefit
to the reader or suggested solutions to the problems is next in the body of the
email. Always keep in mind the length and conciseness of the message.

3. Call to action: Finally, you want to ask your reader to do something. This can be
simply asking for a response so you know the message was received and read,
or it can be asking them to perform a task, make a decision, or even purchase
something.

 2.3.4. Closing Line

The closing line is as important as the ice breaker at the beginning. It should be friendly,
professional, and pleasant. Examples of closing lines are:

1. I look forward to your response.

2. Thank you for helping with this.

3. Feel free to contact me if you have any questions.
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This short message will leave your readers with a good feeling about you and your
professional way of doing business.

 2.3.5. Signature

The signature follows the closing line. Many email programs have an auto signature feature
which gives you the opportunity to put contact information, links to your Website, etc. in
your signature so you don’t have to type that information every time you send an email.
The auto signature also gives your readers instant access to any information you want
them to have.
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 Exercise 6: Check for Understanding:
Structuring the Communication for Optimal

Results
 10 to 15 minutes

In this exercise, you will do the following:

1. Think of a scenario from your own work environment where you will communicate
with two different parties about the same topic:

A. One of the parties is someone you have worked with in the past and are
very familiar with.

B. The other one is someone outside the company that you have never met,
but whose contact information you got from their Website.

2. Create the two emails and be prepared to share them with the class, explaining
each section of the email and your reasoning for writing it the way you have chosen.
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Solution

Answers will vary; your instructor will lead a discussion and students will be encouraged
to share with the class what they wrote and how they came to decide on the information
in each of the sections.

❋

2.4. The Electronic Communications Privacy Act of 1986

In 1986, the Federal government amended the Wiretap Act of 1968, extending the protection
of information that is transmitted electronically to include email, telephone conversations,
and data that is stored electronically: http://it.ojp.gov/default.aspx

While this act provides protection for the privacy of this information, it is still important to
understand that the email we send from work using computers, servers, and electronic
access that belongs to the company, is NOT our private property. It is the property of the
company who owns the equipment and Internet subscriptions.

What this means, in light of the Electronic Communications Privacy Act, is that all
information conveyed through company computers, whether or not it is business related,
belongs to the company. It then becomes very important that we, as individuals, do not
use company resources for personal use. Many companies have policies in place that
govern the use of company resources for personal use. If you are not familiar with those
policies, check with your HR department to find out what they are.

Deleting an email that may contain inflammatory information or information that could get
the writer in trouble will not eliminate it. Email is stored on servers and is accessible by
the company for many years. Instant messages, on the other hand, may not be stored on
servers, but many companies do choose to monitor and store IM messages as well. The
bottom line is, do not use the company electronic resources to convey personal information
or for personal reasons.
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 Exercise 7: Check for Understanding:
Electronic Communications Privacy Act of

1986
 5 to 10 minutes

In this exercise, you will respond to the following multiple choice and true/false questions:

1. Which of the following are NOT protected by the Electronic Communications
Privacy Act of 1986?

A. Inflammatory messages about the boss sent on company email to someone
outside the company.

B. Company secrets discussed through email by administrators in the
company.

C. Work schedules posted on a company’s electronic bulletin board.

D. IM messages not monitored or stored anywhere.

2. True or False: Private email sent from an employee’s personal email account on
company time and using company resources is private and the company cannot
retaliate against the employee for sending it.
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Solution

1. A. Inflammatory messages about the boss sent on company email to someone
outside the company and D. IM messages not monitored or stored anywhere.

2. False. The employee is using company resources to send the message. It then
belongs to the company.

Conclusion

In this lesson, you have learned

How to organize the material for electronic communications.

How to choose the appropriate electronic communication method.

How to structure the communication for optimal results.

About the Electronic Communications Privacy Act of 1986.
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LESSON 3
Effective Written Communication

Topics Covered

To anticipate audience response.

To choose the right tone.

To deliver positive and negative news.

Introduction

Effective written communication in a business environment requires diplomacy as well as
planning. Goodwill is an important business asset that can be sacrificed if your business
writing does not follow some basic strategies for responding to requests for information
or even delivering negative news. In this lesson, we will explore strategies for finding the
right tone, anticipating how your audience will respond to both good and negative news
messages, and summarizing the communication effectively.

❋

3.1. Anticipating Audience Response

One step in the planning process for written communication needs to be anticipation of
the audience response. If you find yourself having to search for answers to questions you
did not see coming, you have not done enough research into your audience. Positive
presentation of your ideas and confidence in your topic will show your audience that you
are competent. There are some things you can do to find out who your audience is and
anticipate how they will respond to what you have to say:

1. Decide who your audience is

2. Determine your audience’s demographics.

3. Learn how much your audience knows about the topic.

4. Determine what the audience expects and how they will respond.

Now let’s look at each of these strategies in detail.
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 3.1.1. Determining Who Your Audience Is

Your audience is composed of both primary and secondary readers:

1. The primary audience is who you are actually writing the document for. Decide
who, in this primary audience, has the most decision-making power and address
their concerns first.

2. Your secondary audience needs to be considered, of course, but the concerns of
those who can affect company decisions need to be considered first.

In order to determine what the tone of your communication will be, think about your place
in the chain of command or hierarchy of the company. Your status in the company will
also play a role in how your message is received.

For example, if you are directing your communication to a supervisor, the tone you employ
will not be the same as if you are addressing a subordinate.

 3.1.2. Determining Your Audience’s Demographics

Demographics of the audience also play a role in how you address them, and in the tone
you employ in the document. The table below lists some considerations for determining
your audience’s demographics.

The imagery you use in the communication should be gender-neutral. For
example, if you use sports analogies or analogies involving housekeeping,
you may inadvertently offend someone in your audience. Of course, the
use of sexist language is never appropriate in business communication.

Gender

As with gender, the language you use needs to also be neutral concerning
race and ethnicity.Your statements appealing to the concerns and attitudes
of diverse groups need to be written without writing anything that can be
considered to be racially biased.

Race and
Ethnicity

As you are writing your document, take into consideration any cultural
differences you may be exposed to and do not inadvertently offend
someone. Some cultural differences to take into account are how you
address the person or deadlines stated in the project that may conflict with
different holiday or religious schedules.

Culture

The language you use is dependent upon the socioeconomic class of the
audience.You want to use language that is familiar to the group and not
demeaning in any way. In order to persuade your audience, you need to
use language that will not inadvertently offend them.

Class
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 3.1.3. Learning How Much Your Audience Knows About the Topic

If the topic is something new that you are introducing, you will need to include introductory
material and details; however, you will need to avoid overwhelming your audience with a
lot of technical information or jargon.

Jargon is the language that those very familiar with the subject will use. Knowing how
familiar the material is to the audience will help you determine the tone, the language, and
the amount of detail you will include in the document.

Determine What the Audience Expects and How They Will Respond

If you can anticipate the questions your audience will ask, you can answer them in the
original document. This will help:

1. Establish goodwill.

2. Show your reader you are competent.

3. Eliminate a lot of back-and-forth communication about the document.

To do this, you need to know what your audience expects regarding the content you are
providing. Do some research, ask questions, and get a feel for how they will react to your
communication.
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 Exercise 8: Check for Understanding:
Anticipating Audience Response

 5 to 10 minutes

In this exercise, you will consider the following scenario.

Julian and Marco are in the lunch room at work. They are discussing a presentation they
have to do in two weeks. Read the following scenario and answer the questions that follow
it.

Julian: How are the slides coming along in the presentation?

Marco: Pretty good, but I have some questions about the content of the outline you gave
me.

Julian: Oh? I thought the information was pretty clear.

Marco: It is, but I am not sure it is the right amount of information for the audience.

Julian: What do you mean? Aren’t the members of our department the audience?

Marco: Well, yes, but the primary audience is the CEO, isn’t it? He is the one who will
make the ultimate decision on this proposal.

Julian: You are right! We need to focus on him, not so much on the department. They
already know all the details because we have been talking about this for so long.The CEO
doesn’t have any idea about the details.

Marco: Do you want to re-write the outline, or should we work together on the slides,
adding in additional detail where it is needed?

1. Why is Marco concerned about the information in the presentation? Is there too
much or too little information in the outline prepared by Julian?

2. Why would the information for the CEO be different than for the department
members? What kinds of things will the CEO look for in this presentation in order
to make a decision?

3. Think of a time when you have made a presentation or created a document in
your workplace that was focused on the wrong audience. What happened? If this
has not happened in your experience, speculate on what would happen.
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Solution

1. Answers may vary, but the main reason Marco is concerned is he thinks that the
primary audience has been misidentified. There is not enough detail in the
presentation for the CEO.

2. Answers may vary, but the CEO is probably not aware of the details of the proposed
project as he has not been privy to the discussions in the department. The details
that will make the difference for the CEO will be budget, timelines, benefits of the
proposal, etc.

3. Your instructor will lead a discussion and encourage the students to think of
presentations or written proposals in their own workplaces that were not approved.
How could they have been improved?

❋

3.2. Choosing the Right Tone

Tone in writing is just as important as tone in speaking.The tone of the message will affect
the reader just as the tone of voice affects the listener.

Your attitude toward the reader and even toward the content of the message will influence
the tone of the document.You want the readers to perceive the message as a professional
communication meant to either provide information or persuade them to do something.

There are two basic questions to consider when determining the tone of the document.

1. Why am I writing this document?

2. Who is my primary audience and what do I want them to understand?

When answering the questions, take a minute and reflect on how you feel about the content
of the document as well as the recipient. Keep your thoughts:

1. Neutral.

2. Professional.

3. Purposeful.

as you set the tone of your communication.
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 3.2.1. Why Am I Writing This Document?

Take the time to think about the purpose of the document.

1. What is it you want to happen as a result of this document?

2. Is it an information piece that needs no response or is it something that requires
the audience to take action on?

3. Do you know a lot about the topic itself or are you writing about something you
are not quite sure of?

The tone of your document will convey your confidence (or lack thereof) to your reader,
so be sure to use language that will make you sound not only competent, but confident.
Your reader will trust you more and be more likely to do what you want if he or she feels
you know what you are talking about.

For example: Marcella has accepted a position at another company. She is not quite sure
what tone to employ in her letter of resignation. She asks herself what she hopes to
accomplish with the letter.

The answer she arrives at is she wants to let her current supervisor know that she
appreciates the opportunity to work for the company and she has learned a lot. She does
not want to burn any bridges in making this move to a new company. Once she has thought
about those things, she is able to write the resignation letter with a professional and grateful
tone.

 3.2.2. Who Is My Primary Audience and What Do I Want Them
to Understand?

When thinking about your audience, you need to consider how much information you need
to include, how to include it, and what level of language you are going to use. All of these
things come together to convey the tone of the message.

If you are writing a memo to your team members, letting them know that deadlines have
changed, the level of detail and language will be much different than if you are sending
an email to a supervisor to update her on the progress of the project.

When writing a business message, the tone should be confident, courteous, and sincere.
Language becomes important as well as the level of understanding in the document. Some
general guidelines that will help you write professional, competent messages with the
appropriate tone are:
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1. Write with confidence.

2. Write sincere, courteous messages.

3. Use appropriate, non-discriminatory language.

4. Emphasize the benefits for the reader.

5. Make sure your reader understands what you are writing.

Let’s examine each of these guidelines.

 3.2.3. Writing with Confidence

In order to get your message across with confidence, you need to be prepared.You need
to be knowledgeable about the subject and write with confidence without being overbearing.

You do not want your reader to think you are being presumptuous or arrogant; therefore,
the goal is to present yourself in a confident manner, showing your competence in the
subject matter.

For example:You are writing a memo to your supervisor asking for approval of a proposal:

INAPPROPIATE: Any fool can see that denying this project will result in a huge
loss of revenue.

APPROPRIATE: Review of the cost/benefit analysis for this project shows that
going forward with it is a sound financial decision.

 3.2.4. Writing Sincere, Courteous Messages

Politeness in a business message is not enough. You must also be sincere. You want
your readers to believe that you actually mean what you say and are not just being
courteous because you think you have to be.

You need to be respectful and honest in your communications, even when delivering
negative news. Your readers will be more willing to accept the message if they feel they
have been treated with respect.

For example: you are writing a note explaining why a request was denied:

INAPPROPIATE: You did not sign the required paperwork like you were told to;
therefore, your request is denied.

APPROPRIATE: I had to deny your request because the paperwork was not
signed.
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 3.2.5. Using Appropriate, Nondiscriminatory Language

Language that singles out specific people or causes someone to feel he or she is not being
treated fairly is discriminatory. There are several ways to avoid the use of discriminatory
language in a professional business environment.

1. Use neutral job titles like Chairperson instead of Chairman or Chairwoman, unless
of course you know the gender of the person. It is also acceptable to refer to the
head of the committee as the Chair.

2. Do not use demeaning or stereotypical terms like “the girls in the office.” Instead
of the demeaning word “girls,” use “women” or rewrite the statement to eliminate
all reference to the person or people. For example: WRONG: The office is closed
when the girls go to lunch. RIGHT: The office is closed during the lunch hour.

3. Do not use words that imply gender. For example, do not say: “All the husbands
of the admin staff are invited.” Instead, say: “All the spouses of the admin staff are
invited.”

4. Do not use language that identifies someone as a member of a certain group. For
example, it is inappropriate to say: “Umberto Gomez does a great job, considering
his age.” Instead say: “Umberto Gomez does a great job.”

5. It is not appropriate anymore to use the masculine pronoun as a universal,
all-purpose pronoun. For example, “Each officer on the police force must buy his
own gun.” Not all the officers are men, and the use of the pronoun “his” is not a
generic pronoun that includes both men and women. The proper way to write this
is: “Officers on the police force must buy their own guns.” OR “Each officer on the
police force must buy his or her own gun.”

6. The same rule applies to the salutation in a letter. Do not use the masculine form
of greeting (Dear Sirs or Dear Gentlemen) if you do not know the gender of the
recipient. It is appropriate to use “To Whom it May Concern” in this instance.

 3.2.6. Emphasizing the Benefits for the Reader

If your purpose is to persuade your reader, you will want to give him or her some incentive
for doing what you ask.

Therefore, it is important to write from the reader’s perspective. In other words, use a
structure that will answer the question the reader is asking him or herself: “What’s in it for
me?”
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Writing from your perspective is: “I will not be working on your project until next week.”
Turn it around and let your reader know what is in it for him or her: “I will complete your
project by the end of next week.”

If there is some kind of reward or other benefit for the readers, tell them. For example,
“You will see an increase in productivity in your department once this process is
implemented.”

 3.2.7. Making Sure Your Reader Understands What You Are
Writing

The style and structure of your writing must match the reading ability of your audience. If
you are explaining a new software program to a group of IT professionals, you will use
jargon and technical language that you know they can understand.

On the other hand, using that same technical language and jargon to communicate to the
end users of the software program will only frustrate them. Technical language needs to
be simplified for non-technical readers, but not “dumbed down” to the extent you insult
them.

44 | LESSON 3: Effective Written Communication

EVALUATION COPY: Not to be used in class.



 Exercise 9: Check for Understanding:
Choosing the Right Tone

 5 to 10 minutes

Choosing the right tone for your business communication will affect the results of the
communication. Review the following scenario and answer the questions that follow.

You applied for a job as a salesperson at a local cable TV company. You were invited in
for an interview, which went well. However, after thinking about the hours and benefits of
the job, you have decided you are no longer interested, but they offer you the position
before you have had a chance to withdraw your name from consideration. You decide to
write a letter turning down the offer.

1. What do you hope to accomplish with this letter?

2. What kind of tone will you use?

3. Who is the letter addressed to (the primary audience)?

4. Who is the secondary audience?

5. Compose the letter and share it with the class.
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Solution

1. Answers will vary, but should include discussion on not burning bridges,
professionalism, etc.

2. Answers will vary, but should mention politeness, honesty, and sincerity.

3. This depends. Who made the offer? The HR department? The hiring manager?
The supervisor? The response should go initially to the person who made the
offer, with a copy going to the person who interviewed you if it was someone else
who made the offer.

4. This will depend on the answer to the last question. The secondary audience is
anyone who is directly affected by your response to the job offer.

5. Have some of the students share their letters and discuss them with the class.

❋

3.3. Delivering Positive and Negative Information

Delivering good news is something we all like to do. The process for giving someone the
good news is relatively simple: state the main idea or the good news, explain the
circumstances or the details, and close with a comment encouraging future interaction or
providing future expectations.

Here is an example of a good news communication:

Dear Ms. Smith,

We are pleased to announce that your bid for the artwork display was accepted by the
committee. The sculpture you proposed will enhance our entryway and we are excited to
see it on display. We would like to meet with you early next week to finalize the work
schedule for installing your sculpture. Please let us know right away when you are available
for a 30-minute meeting.

Sincerely,

Ms. Jones, Chair of the Selection Committee

Negative news, on the other hand, is more difficult.You want to deliver the negative news
without sacrificing the goodwill of the company or alienating the recipient of the negative
news.
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Being a clear communicator is a key characteristic of a leader, and clearly communicating
negative news is one of the challenges leaders face.

There are some steps to take when delivering negative news that will help you and the
person who is getting the negative news get through the process:

1. Write an introduction.

2. Buffer the negative news.

3. Provide a remedy, lesson learned, or course of action.

4. Conclude the message.

The process of delivering negative news can be eased by following the steps listed above.
Let’s look at them individually.

 3.3.1. Writing an Introduction

The introduction will set the tone and context for the message.

You want the message to be received in a way that does not sacrifice goodwill. Start out
with something positive or by describing a beneficial outcome. If that does not fit, explain
something positive about the future.

In the previous example, if the bid was not accepted, you could write something like this:

“First I would like to convey to you our gratitude for your bid on the art project.”

This introduction is going to lead to negative news, but it will serve to make the artist feel
appreciated.

 3.3.2. Buffering the Negative News

The example above also serves to act as a buffer for the negative news. The artist may
have an idea that her bid was rejected by the context of the first few lines, but she will feel
that the effort she put into the proposal was recognized.You can further buffer the negative
news by adding a sentence like this:

“Although we did choose another proposal for our art installation, we appreciate your taking
the time to submit your bid. There were numerous outstanding bids and it was not easy
to choose.”

The negative news is in there, but it is not a cold, impersonal statement.
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 3.3.3. Providing a Remedy, Lesson Learned, or Course of Action

To continue to build goodwill and reassure the recipient of the message that you want to
help him or her, you can provide some information on how to change things so future
positive results can be attained.

Continuing on with the message about not accepting the bid for artwork, you could write
the following:

“We will be looking for another art installation at our other site in about six months. That
site is smaller; therefore, a smaller sculpture would be more appropriate. We do hope you
will consider submitting a bid on that project.”

Now the artist has some hope that a future project may be accepted. She does not feel
completely rejected and still has goodwill feelings toward the art selection committee. Of
course, this statement must be true or else you are inviting future, even more difficult
communication.

 3.3.4. Concluding the Message

Once the negative news has been delivered, along with any lessons learned or courses
of action for the future, it is important to conclude the message showing that you care and
have genuine empathy for the recipient. It is important here that your ending is sincere.

“Again, let me express how sorry we were to not be able to accept your proposal, but hope
to see ideas from you in the future.”

Not all negative news messages will go as smoothly as the one illustrated here, but if you
remember that the key to delivering negative news is trust, you will be able to deliver a
message that is credible.
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 Exercise 10: Check for Understanding:
Positive and Negative News

 5 to 10 minutes

In this exercise, you will pick one of the following scenarios and write a negative news
letter to address it.

1. You must turn down a customer’s request for credit.

2. You need to tell your supervisor why the project failed.

3. You must explain why you cannot approve a proposal submitted by a subordinate.
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Solution

Your instructor will lead a discussion about the content, the structure, and the perceived
reaction the reader will have to the message.

Conclusion

In this lesson, you have learned

To anticipate audience response.

To choose the right tone.

To deliver positive and negative news.

50 | LESSON 3: Effective Written Communication

EVALUATION COPY: Not to be used in class.



LESSON 4
Communicating to the Audience Effectively

Topics Covered

 How to plan the writing project.

 How to adapt the tone of the project.

 How to focus the content.

Introduction

The purpose of the communicating process is to convey information in a way the audience
understands.

❋

4.1. Planning the Writing Project

Business writing projects can include:

1. Reports.

2. Statements of work and scope documents.

3. Cost/benefit analyses.

4. Requests for bids or projects.

The first step in the writing project is to create a plan.

The second step is to consider the team members who will be collaborating with you on
the project and present the plan to them. Some steps in the plan will include:

1. Determine the audience.

2. Scope of the assignment.

3. Purpose and goals of the writing project.

4. Style and format of the project.

5. Outline the content.
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6. Assign research items.

7. Create a schedule for the project.

Looking at each of these steps individually will help you as you devise your writing project
plan.

 4.1.1. Determine the Audience

It is important to know who your primary audience is in order to focus the document and
establish the proper tone. Consider the following:

1. The decision maker will be in the primary audience.

2. The decision maker may be the only member of the primary audience.

Therefore, you want to make sure you are directing your comments, proposals, and
research to that person.Your message may be contained in:

1. Comments.

2. Proposals.

3. Research.

The primary audience is not the only audience to be concerned with however.

Think about the secondary audience, the group of people who may influence the decision
maker. This audience is going to be affected by the decision that is made as a result of
your writing project and will want to have some participation in that decision.

While they may not actually make the decision, they certainly will have some kind of
influence on the outcome of the decision. For example, they may be the managers and
supervisors who will be required to implement the decision.

There is yet another audience that needs to be considered, at least peripherally. That is
those people who will be affected by the decision, but do not have any influence on the
outcome or the decision maker.

This audience is usually the group of people who end up doing whatever work is required
as a result of the decision.They will be “following orders” of the managers and supervisors.
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 4.1.2. Scope of the Assignment

In this part of the planning you will want to look at the parameters surrounding the writing
project. Is it to cover a certain time period or is it to present a series of ideas?

It is a good idea to get a firm grip on exactly what the parameters are before starting a
project in order to prevent the project from getting bigger than it was originally intended
to be.

Something that frequently happens when working on a large project is the generation of
new ideas. If these new ideas are outside the original scope of the project, they should
be separated out and set up as their own, separate but supportive, projects.

These kinds of projects are called “spin-offs” and should not be discounted, but need to
be separate from the original project.

An example would be if you and your team are working on a proposal for purchasing a
new software package for the graphics design department and someone suggests another
software package from the same company, but one that would benefit the finance
department.

The second package is outside the scope of the original proposal, but some of the
information gathered in the original project may be useful for the second proposal, making
them related, but still separate projects.

 4.1.3. Purpose and Goals of the Writing Project

When thinking about the purpose and goals of the project, you need to look back at your
notes about the audience. Ask yourself the following questions:

1. What do I (we) hope to accomplish?

2. What do I (we) expect the audience to do with this information?

Once you have the answers to the questions, you will be able to determine the tone and
the format of the project. Is it:

1. Informational.

2. Persuasive.

3. Entertaining.

Remember, there are three reasons we write these kinds of projects:
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1. To provide information.

2. To persuade someone to do something.

3. To engage the reader enough to read the entire document and respond accordingly.

 4.1.4. Style and Format of the Project

The style and format of the project may be dependent upon templates already in existence
in the company. Before starting any major writing project it is wise to check with someone
to see if there are approved style sheets, templates, or format guidelines that need to be
followed.

If there are none, this is an excellent time to create something that can be used in future
writing projects.

Also consider whether to use graphics, charts, images, and photos. Note the following:

1. The position of graphic elements in a document needs to be consistent. For
example, charts and graphs should be adjacent to the text that they support and
should be used sparingly.

2. The use of graphics and images breaks up the text, making the report easier to
read. Graphics and images must be:

A. Relevant.

B. Free of copyright issues.

C. Appropriate to the tone of the document.

 4.1.5. Outlining the Content

An outline will give you the opportunity to organize your thoughts, the concepts to be
explored in the report, and the flow of information.

There are some guidelines for creating outlines that, if followed, will produce a tool that is
invaluable in the completion of the writing project.

The following table lists things to keep in mind as you create your outline.
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 4.1.6. Dividing the Outline Properly

Each heading in the outline should have a minimum of two or more parts.

In other words, if you have a top-level heading, you need a second top-level heading, and
each subheading should have at least one more sublevel heading. For example:

1. First Top-Level Heading

A. First sublevel heading

B. Second sublevel heading

2. Second Top-Level Heading

A benefit of outlining is the ability to re-arrange the information quickly and easily to make
it flow easier. Outlines will also help you focus your content.
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 4.1.7. Assigning Research Items

Review the outline and determine which items need further research. Assign those items
to members of the team who will then provide titles of resources for each of the areas that
need research.

Those lists of resources will be divided up among the team members who will actually do
the research and provide information back to the team for compiling into the project.

 4.1.8. Creating a Schedule for the Project

This is an important step. Everyone on the team must know what the deadlines are for
each phase of the project. Do not just set the final deadline, but include in the schedule
any benchmarks, or steps needed to complete the work, and when those benchmarks are
to be met.

Assign ownership of the benchmarks to members of the team, impressing upon them the
importance of meeting the benchmarks in a timely manner and communicating to the team
if there are foreseeable problems with meeting set deadlines.
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 Exercise 11: Check for Understanding:
Plan the Writing Project

 5 to 10 minutes

In this exercise, you will read the following scenario and respond to the questions at the
end.

Raul and Eloise are in the break room discussing the project they have both just been
assigned to.

Raul: Are you ready to get started on the quarterly report? I already have my numbers
ready. It should be a snap!

Eloise: I thought Ruben was going to give us some research assignments when he finishes
the initial outline of the project.

Raul: Yeah, that is what he said, but I don’t think we need to do any research at all. Just
submit your numbers from the last quarter. That is all he needs.

Eloise: I don’t think so. From what I heard he wants to include some analysis and projections
based on some of the numbers. I think I will wait and see what he needs before I send
him anything.

Raul:You think so? Maybe I better think about this, too. I will wait to see what Ruben asks
so I make sure he gets the information he wants, not just what I think I should send him.

1. Why does Eloise want to wait before she sends her information to Ruben?

2. Why does Raul think Ruben just needs numbers for the report?

3. Why is it important to understand the scope of the report before starting to work
on it?
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Solution

1. Your instructor will lead a discussion about the scope of the document and the
fact that Ruben has stated he will assign research topics when he finishes the
outline.

2. Your instructor will lead a discussion about the fact that it is likely that Raul had
preconceived ideas about the scope of the project and decided before even
attending the meeting that he already had his assignment done.

3. Your instructor will lead a discussion about how the scope of the project will provide
direction and help focus the information needed to complete the project.

❋

4.2. Adapting the Tone of the Project

Tone in writing is just like the tone of your voice; it conveys the writer’s attitude toward the
audience and the content in the message.

In order to ensure you have the proper tone for your written communication, ask yourself
these three questions:

1. What is the purpose of this writing project?

2. Who is the audience for the document?

3. What do I want the reader to understand after reading this document?

 4.2.1. What Is the Purpose of This Writing Project?

Consider the message you are trying to convey:

1. What action do you want the reader to take after reading the message?

2. Once you have determined this, the tone will become apparent. Obviously you
will use a professional business tone, but:

A. Will it be formal or more casual?

B. Will the tone be enthusiastic?
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C. Will the tone be appreciative?

Adapt the writing to convey the message in the light in which you want it conveyed.

 4.2.2. Who Is the Audience for the Document?

The audience will determine the level of formality in the message. If you are writing the
document for the Board of Directors, or the CEO, the tone will be more formal than it would
be if you were creating a report for your colleagues.

Once you have determined who the audience is, you need to decide what you want the
reader to do or understand after reading the document.

Consider the following situations:

1. If you are simply conveying information with the message, the tone will be
professional and informative.

2. If you expect the reader to act upon something in the message, the tone will be
professional, as well as direct.

You do not want to make your reader guess what it is you want him or her to do.
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 4.2.3. Guidelines for Considering Tone

Keep the guidelines listed in the table below in mind for your written communication when
you are considering the kind of tone you want to use:

Your reader will know if you are not confident because the writing will
not be well organized or clearly written. Proper preparation for the writing
project will show in the writing and your reader will then not only recognize
your confidence, but will also assume you are competent. A tone
conveying both competence and confidence will leave your reader with
a good impression about your professionalism.

Be Confident

Courteousness is a given when writing a business document in a
professional manner, but sincerity is sometimes harder to convey. If the
politeness extended appears to be phony, the reader will immediately
think you are being condescending. The way to get the reception you
desire is to be honest and respectful when writing. Consider the wording
you are using and how the reader will receive it.

Be Courteous
and Sincere

If there are certain elements you want to emphasize in your writing, you
use short, to the point sentences and place the information at the
beginning of the paragraph, following it up with supporting sentences
and detail.To de-emphasize some information, use compound sentences
and place the information in the middle or toward the end of the
paragraph. Use active voice to emphasize who or what is performing an
action and passive voice to emphasize the action that is being performed.

Use
Appropriate
Emphasis

You can also use language to emphasize or tell the importance of something. Using
words like “primary,” “major,” or “most important” will certainly clue the reader in to
the importance of something. Conversely, words like “secondary,” “minor,” or “least
important” will let the reader know that the point being made is not as critical as other
information may be.

 4.2.4. Using Nondiscriminatory Language

In this day of political correctness, it is necessary to use the kind of language that does
not demean or belittle anyone. Avoid the use of stereotypical terms as well.

Some guidelines for proper, non-discriminatory language are:
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1. Use neutral job titles: flight attendant, NOT stewardess; chairperson, NOT
chairman.

2. Avoid stereotypical terms: women or men, NOT girls or boys, when referring to
females and males over the age of 18.

3. Do not use words that imply gender: doctors and their spouses, NOT doctors and
their wives.

4. Do not use information that assigns someone to a specific group: Susan ran the
race well, NOT Susan ran the race well for her age.

5. Use non-gender-specific salutations if you do not know the reader’s gender: To
Whom it May Concern, NOT Dear Gentlemen.

6. Do not use masculine pronouns if the nouns are not gender specific: Every person
needs to bring his or her own lunch, NOT Every person needs to bring his own
lunch.

 4.2.5. Stressing the Benefits for the Reader

WIIFM: What’s in it For Me? This is the perspective the reader is coming from. Instead of
writing from the perspective of what you can do for the reader, use the perspective of what
the reader can do for you.

For example, if you are letting a reader know when his or her printing order will be done,
write it like this: “Your order will be ready for pick-up tomorrow.” Do not write it like this: “I
will have your order ready tomorrow.”

 4.2.6. Writing at an Appropriate Level of Difficulty

To do this, you must know your readers and how well they know the subject you are writing
about. If the audience is a general one, do not use complex, jargon-laden sentences.

Match your writing style to the reading abilities of your audience by using appropriate
examples and language to ensure understanding by the audience. If your readers are very
knowledgeable about the subject, be careful that you don’t insult them by using simple
language and examples.
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 Exercise 12: Check for Understanding:
Adapt the Tone of the Project

 5 to 10 minutes

In this exercise, you will read the following questions and provide the correct answer.

1. If your audience is knowledgeable about the topic, which of the following
approaches to the writing project will you take?

A. Write in simple, easy-to-understand terms.

B. Use multiple, but easily understood, examples.

C. Write with confidence, using appropriate jargon and technical terminology.

D. Focus on what the reader can do for you.

2. What aspect(s) of the writing project is important when trying to determine the
tone?

A. The audience.

B. The topic.

C. The organization of the material.

D. The number of references.
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Solution

1. C. Write with confidence, using appropriate jargon and technical terminology.

2. A and B. Both the audience and the topic.

❋

4.3. Focusing the Content

When creating a business document, keep several things in mind.We have already talked
a great deal about the audience and the purpose of the document, and now it is time to
bring that all together and talk about how to focus the content so it meets the audience’s
needs and fulfills the purpose of the document.

Some guidelines to focusing the content are:

1. State the main purpose early in the document.

2. Consider what response you want from the reader.

3. Tell the reader what you plan to cover in the rest of the document.

4. Keep the focus narrow enough to hold the reader’s attention.

Let’s look at each of these guidelines in detail.

 4.3.1. Stating the Main Purpose Early in the Document

This is sometimes referred to as the thesis or theme of the document. It is essential to let
your reader know within the first few lines or paragraph what the document is going to be
about.

Your reader will make a decision early on in the reading whether or not to continue and
stating the theme or thesis early helps him or her make that decision. Don’t make the
reader wade through several paragraphs to determine what the main idea is.

 4.3.2. Considering What Response You Want from the Reader

If you just want the reader to read and understand the information, it needs to be presented
in a logical fashion, moving from one idea to the next in an order that is easily understood.
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If you want the reader to respond by doing something, you need to appeal to the emotions
of the reader, as well as present the information using strong rhetoric and declarative
statements.

For example, if you use verbs like “says” or “relates” or “comments” you will lead your
reader to make a conclusion or summary of the content. But, if you use strong power
verbs, you will persuade your reader to take action or to see your writing as more analytical
and incisive.

Some power verbs to consider are:

1. “affirm”

2. “challenge”

3. “emphasize”

 4.3.3. Telling the Reader What You Plan to Cover in the Rest of
the Document

Once you have stated the thesis or main idea early in the document, you need to provide
your reader with information about what is going to be covered in the rest of the document.

The sentences following the main idea need to include a preview of the information to
follow. This will engage the reader and ensure he or she continues to read. Here is an
example:

(Thesis or main point) We need to allocate at least twenty-five percent of our marketing
budget to trade show participation. (what will be covered in the rest of the document) The
following information about dates, costs, and locations of trade shows will help us launch
our new product line.

 4.3.4. Keeping the Focus Narrow Enough to Hold the Reader’s
Attention

When creating a business proposal, letter, memo, or other business document, it is
important to keep the reader engaged. If your focus is too broad, the reader will become
confused or distracted while trying to keep everything straight.

The key is to balance the amount of information so you provide enough to keep the reader
involved, but not too much or too little. If your focus is too narrow, you will find you do not
have enough to write about.
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One way to narrow the focus is to review the subtopics in your outline.

Make sure they are narrow enough to provide interesting information, but not so narrow
that there is not enough information to write about. A broadly focused document (one with
all the information possible about the topic) may actually become very boring for the reader,
who has to wade through all the detail to get to the point of the project.
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 Exercise 13: Check for Understanding:
Focus the Content

 10 to 15 minutes

In this exercise, you will read the following example introduction to a business proposal
and discuss the techniques used to focus the content to keep the reader engaged.

1. Handy Mobile provides customers with a software platform for mobile delivery of
email, voice mail, and messaging. Our software enables the customers to deliver
their most important communication channels on any Palm, iPhone, or iPad
devices. Handy Mobile’s value is in the increased productivity of users while
managing multiple devices and the communication channels connected to these
mobile devices. Handy Mobile’s software addresses the need of users to be in
continuous contact through their communication channels, even when they are
away from their desks. Handy Mobile’s main offering, Handy 1.0, provides users
with a unified view of their email, voicemail, and other messaging channels on
their mobile or remote device.
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Solution

Your instructor will lead a discussion about identifying the main point (the company offers
a software solution for mobile delivery of multiple messaging methods) and the information
that will be covered in the remainder of the document. It will also be noted that the focus
of the document is all about mobile delivery of messaging methods.

Conclusion

In this lesson, you have learned

How to plan the writing project.

How to adapt the tone of the project.

How to focus the content.
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LESSON 5
Writing Effective and Persuasive Business

Proposals
Topics Covered

 How to determine the desired outcome.

 How to write an executive summary.

What informative and persuasive techniques to use.

 How to use visuals.

Introduction

The goal of a business proposal is to present an idea to someone in a way that is:

1. Professional.

2. Effective

3. Persuasive.

Business proposals can come from external requests or internal sources. In this lesson,
we will explore both originations of business proposals and determine how to approach
the proposal in a professional way designed to ensure the outcomes you want.

❋

5.1. Determining the Desired Outcome

The business document is produced to elicit certain outcomes or responses from the
reader. It will also justify the request for commitment of resources and provide the reader
with the focus of the project as well as guidelines for the design and delivery of the final
project.

Following are some guidelines to help make sure your business documents result in the
outcomes you desire.
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1. Content is clearly focused and the outcomes are described in business-oriented
terms. A professionally written outcome will have a measurable element, a timeline
or deadline element, and a realistic goal stated within it.

2. The content indicates who will benefit. The stakeholders and financial backers of
the proposal will be looking for this information. If there is no benefit to the
stakeholders or funders of the project, they are not likely to approve it.

3. The outcomes, or goals, are measurable and will indicate the extent of improvement
in performance levels, whether financial or otherwise.

4. Each proposal should have a limited number of outcomes in order to remain
focused on the importance of them.

5. The solutions proposed in the document must be focused on the outcomes. That
may sound simplistic, but it is easy to get off track and start proposing solutions
that are not related to the objectives of the proposal.

6. Finally, as in any goal-setting process, the outcomes must be achievable and
realistic.
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 Exercise 14: Check for Understanding:
Desired Outcomes

 10 to 15 minutes

In this exercise, you will consider a proposal for an idea you wish to present. Write one or
two outcomes for that proposal and be prepared to share them with the class. Also, respond
to the following multiple choice questions and discuss your responses with the class:

1. Who will look for the benefits of the proposal?

A. Shareholders

B. The CEO

C. Stakeholders

D. Financial backers

E. None of the above

2. Of the following statements, which one(s) are measurable?

A. This proposal will allow us to increase sales by 57%.

B. Implementing this process will greatly improve production.

C. We will see more customers this quarter than last quarter.

D. Customer satisfaction will decrease if we do not do what is proposed here.
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Solution

Your instructor will lead a discussion about the proposal.

1. C and D Stakeholders and financial backers.

2. A. This proposal will allow us to increase sales by 57%.

❋

5.2. Writing an Executive Summary

The executive summary is found at the beginning of longer, more detailed business
proposals. It is generally not more than 10% of the original document.

For example, if your proposal is five pages long, the executive summary would not be
more than half a page. Here are some guidelines to writing an executive summary:

1. The executive summary is not written until AFTER the body of the proposal is
written.

2. Start with a concise statement that contains the conclusion, and then follow the
same organization in the summary that is in the proposal. In longer summaries,
you might want to include sub-headings. If you do, make sure they are the exact
same sub-headings found in the proposal.

3. Avoid the use of unnecessary technical language or jargon in the executive
summary. This part of the document should be able to be read and understood
by anyone, not just the primary audience.

4. The summary is based on the proposal; therefore, all the facts mentioned must
match the detail in the proposal and be accurate.

5. Do not mention any of the process or analysis that leads to conclusions made in
the proposal. Those details are for the proposal, not the executive summary.

6. Near the end of the executive summary are the recommendations or calls to action
that match those of the proposal.

7. There should be a justification for the recommendation included in the executive
summary. This might be a simple statement about increased profit or productivity,
or it can be more complex, providing some, but not much, discussion of why the
writer reached this conclusion.

Keep in mind that the executive summary’s purpose is to sell the ideas presented in the
proposal, not to describe them. You need to grab the reader’s attention and compel him
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or her to read the entire proposal, not just the summary. Show the reader through the
summary that there is a big problem either existing or coming that your proposal will
resolve.

LESSON 5: Writing Effective and Persuasive Business Proposals | 73



 Exercise 15: Check for Understanding:The
Executive Summary

 10 to 15 minutes

In this exercise, you will read the following questions and discuss them as a class.

1. You are part of a project team that has been assigned the task of writing a proposal
to implement a new software program in the accounts receivable department.
Your task is to create the executive summary. When will you write it?

A. During the outline stage of the writing project.

B. After the proposal is finished.

C. About halfway through the project to help the team focus.

D. Before starting the project so you know what you are writing about.

2. The proposal you have been working on is very detailed, with lots of facts, analysis,
and technical material. What do you include in the executive summary?

A. All of the analysis; you want the reader to understand why you reached
the conclusion you did.

B. None of the facts and analysis, but use the technical material because
you want the reader to understand the concepts from a technical viewpoint.

C. Only the essential information, in plain language, following the same
organization as the proposal.

D. The conclusion or recommendation that is made in the proposal.
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Solution

1. B. After the proposal is finished.

2. C and D. Only the essential information and the recommendation.

❋

5.3. Using Informative and Persuasive Techniques

You can certainly write an informative proposal that uses persuasive techniques to “sell”
the ideas, concepts, or programs you are promoting in the document. Or you can write
the document to either inform or persuade. An informative document alone will provide
information to the audience, but will not attempt to persuade them to do anything other
than absorb the information.

A document that was written for the sole purpose of selling something relies much more
on appeals to emotion than presenting facts. Before determining the type of document
you want to write, you must first review the purpose of the document.

There are some techniques you can employ to make your documents more persuasive:

1. Repetition

2. Rhetorical questioning

3. Statistics

4. Rebuttal to arguments

5. Appeal to the audience

Let’s look at some examples of each of these techniques.

 5.3.1. Repetition

Repetition is a technique where the writer re-states the point in multiple ways. Sometimes
even just a single word or phrase is repeated as-is in order to get the attention of the
reader. Here is an example:

“We have a very severe problem here. We cannot go any longer without making changes.
Again, the problem is very severe.”
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 5.3.2. Rhetorical Questioning

A rhetorical question is one that does not require an answer. It is asked merely for effect.
Some examples of rhetorical questions are:

1. How long can we put up with it?

2. How long will it be before our customers go somewhere else?

 5.3.3. Statistics

Statistics can be very powerful elements in a proposal.They can also be quite distracting.
The key to using statistics is to balance the information, present it in an understandable
way, and not overload your reader with a lot of numbers, facts, and relationships between
those numbers.

Here is an example of a paragraph with a lot of emphasis on statistics.

“Overall the company had another excellent year. We shipped 14.3 tons of fertilizer for
the year, and averaged 1.7 tons of fertilizer during the summer months.This is an increase
over last year, where we shipped only 13.1 tons of fertilizer, and averaged only 1.4 tons
during the summer months. (Standard deviations were as followed: this summer .3 tons,
last summer .4 tons).” (Purdue OWL: Writing with Statistics. http://owl.english.pur
due.edu/owl/resource/672/04/ )

While the above paragraph is fine, it may bog your reader down with all the numbers. A
much simpler way to present this information would be to write a simple statement about
the excellent year that was had, and then present a chart or graph of some kind that shows
what all these numbers mean. We will discuss the use of visuals in the last section of this
class.

 5.3.4. Rebuttal to Arguments

This is another technique that will make your reader pay attention. If you anticipate the
arguments against your proposal before you present it, you can include your rebuttal in
the initial proposal. State the argument and follow up with your suggestions for resolving
that issue.

Your reader will appreciate you taking the time to consider these arguments before they
even happen.
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 5.3.5. Appeal to the Audience

This is an emotional device that can effectively persuade your audience. For example, if
you run an art gallery and you want to upgrade the security system, but you know there
will be opposition to the proposal because of the cost, an emotional appeal might be to
compare the cost of the upgrade to the loss that would be incurred if one of the priceless
masterpieces in the gallery were stolen.

78 | LESSON 5: Writing Effective and Persuasive Business Proposals

EVALUATION COPY: Not to be used in class.



 Exercise 16: Check for Understanding:
Informative and Persuasive Techniques

 10 to 15 minutes

In this exercise, you will review the following scenario, and then discuss the questions at
the end.

1. You are the manager of the graphic art department in a greeting card production
company.You have noticed that a new supply of colored pencils has been ordered
every week or so. You wonder why so many pencils are needed and when you
ask the staff, they don’t seem to know. All they say is there are never any pencils
when they need them.

2. One of the staff members is quiet, but denies any knowledge of the whereabouts
of the pencils when directly asked. You decide to write up a proposal for your
supervisor regarding instituting some stringent policies about the use of supplies.
You want the staff to “check out” any supplies when they come to work and “check
them back in” before they leave for the day.What are some persuasive techniques
you will use? Give examples.
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Solution

Your instructor will lead a discussion about the exercise.

❋

5.4. Using Visuals

Visuals, when used correctly, can make the proposal very effective. However, you can
also overwhelm your audience with the use of visuals if you are not careful.Visuals include:

1. Graphs.

2. Charts.

3. Illustrations.

Visuals should:

1. Be clear and easy to understand.

2. Be used sparingly.

3. Support the text.

4. Emphasize main points.

5. Clarify complex statistical analysis.

6. Be used to break up long blocks of text.

7. Be placed near the relevant text.

Visuals should not be placed in an appendix at the back of the report.You don’t want
your reader to have to flip back and forth to see the visuals.
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Some commonly used visuals are listed in the following table.

Tips for UsingVisual Type

Make sure you do not have very many slices. Tiny slices are difficult to
interpret and will only serve to confuse your reader.

Pie charts

Bar charts should have the x and y axis clearly defined and the legend should
tell the reader what the chart is about.

Bar charts

Line charts should also be clearly defined with a title and legend.They should
also be simple depictions of the numbers discussed in the text of the proposal.

Line charts

Tables can show relationships between various elements being discussed
in the proposal.

Tables

Using visuals will not only enhance the look of your proposal, but will impress your
reader with your skill in creating a professional business document.

If you use illustrations, make sure you are using copyright-free ones, or that you have the
permission from the creator to use them. Illustrations and clip art from the Internet may
not be “free” to use, so be sure to check your source if you plan on illustrating your
documents in this way.
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 Exercise 17: Check for Understanding:
Using Visuals

 5 to 10 minutes

In this exercise, you will read and respond to the following questions.

1. Why is it important to use visuals in a proposal?

A. To impress your reader.

B. To break up the blocks of text.

C. To clarify statistical detail in the report.

D. All of the above.

2. Which kind of chart is the best way to illustrate the differences in items over a
period of years?

A. Pie chart

B. Bar chart

C. Line chart

D. Flow chart

3. You can use illustrations and clip art from the Internet without worrying about
copyright. After all, they are posted online for everyone to use.

A. True

B. False
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Solution

1. D. All of the above.

2. B. Bar chart

3. B. False

Conclusion

In this lesson, you have learned

How to determine the desired outcome.

How to write an executive summary.

What informative and persuasive techniques to use.

To use visuals.
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