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Chapter 3

Planning Spoken and Written Messages

Learning Objectives

1. Identify the purpose of the message and the appropriate channel.

2. Develop clear perceptions of the audience to enhance the impact of the communication and human relations.

3. Apply techniques for adapting messages to the audience, including strategies for communication ethically and responsibly.

4. Recognize the importance of organizing a message before writing the first draft.

5. Select the appropriate outline (deductive or inductive) for developing messages to achieve the desired response.

Chapter Overview

Effective spoken and written communication involves a process of careful analysis, planning, adaptation, and organization that precedes the actual creation of the message. Chapter 3 focuses on these essential steps of preparation: (1) determining the purpose of the message and an appropriate channel, (2) envisioning the audience, (3) adapting the message to the audience, and (4) organizing the message.
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PowerPoint Slides

· Lecture Slides — Students can review key chapter concepts on the Lecture Slides (found on the companion website (Student’s Resources)). Slides can be downloaded for convenient printing of handouts for taking class notes.
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Teaching Suggestions

Learning Objective 1

Identify the purpose of the message and the appropriate channel.

Introduction 
· To set the stage for emphasizing the importance of writing skills, discuss the startling statistics that begin Chapter 3:

· A study by the National Commission on Writing found that two thirds of salaried employees in large corporations have some writing responsibilities. The same study found that $3.1 billion annually to train employees to write effectively. Ask students: “Imagine how marketable you would be as an employee in any field if you could show that you have these writing skills?” 

· Ask students to read these articles available from Business Source Complete database and use them a springboard for discussing differences between good and poor communication. The articles stress simplicity, unexpectedness, concreteness, credibility, emotion, and stories.

Bennetto, L. (2007, January 25). Keeping it simple. Money Management, 21(2), 14.

Ewers, J. (2007, January 29). Making it stick. U.S. News & World Report, 142(4), EE2-EE8.

Larocque, P. (2003, May). Dumb--or dumber?. Quill, 91(4), 40. 

Smart, T, & Bock, J. (2007, January 29). What sticks...and what doesn’t. U.S. News & World Report, 142(4), EE6.

· Invite students to relate experiences about the value of communication skills. People currently working are often enthusiastic for an opportunity to improve writing skills. Students will listen attentively to a classmate who begins with something like, “I’ve been in business for 20 years. I’ve made progress, but it would have come much faster and easier if I had learned the basics of English and writing.”
· Project some sentences, paragraphs, or short letters that contain poor writing and grammatical errors. Invite students to identify the problems and to discuss such questions as these: Does the error (a) keep the message from being understood correctly? (b) cause the reader to waste time? (c) distract your attention, causing you to think more about the error than about the message? and (d) raise questions about the author’s educational background, self-respect (or respect for the reader)? From their own answers, students can increase their appreciation of the necessity for correctness.

· Ask students to give written or spoken rebuttals to each statement. Suggested responses are summarized as follows:

“If I need to know the answer to a grammatical question, I’ll simply use my references.” 

If basic knowledge is scant, references may be difficult to use. Looking up basics is time consuming, and references may not be available where and when needed. A college graduate who wants to find what percentage one number is of another should be able to make the calculation without referring to a math text. Likewise, a business writer who wants to know whether to use “John and I” or “John and me” should know already, without having to refer to an English text.

“I can write without making a mistake because I know my limitations. If I don’t know whether a certain word is appropriate or how to punctuate a sentence, I can find another way to express myself and thus avoid a problem.” 

Why work under such limitations? Getting by on a limited amount of knowledge is somewhat like taking only a club or two to the golf course. Why not know the basics and express ideas in the manner you really prefer? Also, knowledge of basics assists in understanding what is read.

STEP 1: DETERMINING THE PURPOSE AND CHANNEL

· Discuss the six steps in the process of planning and preparing spoken and written messages illustrated in Figure 3-1 and outlined on the visual. The first four steps are covered in Chapter 3 and the remaining two steps in Chapter 4. Discuss how the purpose of a message impacts the channel chosen. Ask: How do you know what your purpose is? Compare choosing a purpose to thinking about what audience members might tell friends or colleagues after hearing a presentation.

Resource Slide 4: Process for Planning and Preparing Spoken and Written Messages

Resource Slide 5: Step 1a: Determine the Purpose of the Message

· Discuss the advantages and disadvantages of each communication channel presented in Chapter 1. 

· Use these activities as you discuss the importance of selecting an appropriate channel:

· Ask students to recall the various channels for sending messages: person-to-person conversations, telephone, fax, email, meetings, mailed correspondence, etc. Review the recommendations in Figure 1-2 (Chapter 1).

· Pose several situations and ask students to choose the best and worst channel for each. The situations might include the following: announcement of a layoff, dissemination of new procedures for logging information, response to a colleague’s request for routine information, submitting of a bid on a job or project, feedback on an employee’s performance appraisal, etc. Discuss the reasons for each choice. Initiate a discussion of the selection of an appropriate channel for the scenarios shown on the resource slide or Chapter 1, Activity 8, and Activity 2. Choose one of these activities for use as a quiz.
· Assign Application 3, which requires students to read an article about the use of email for as a communication channel. 
Resource Slide 6: Step 1b: Select a Channel

· Illustrate the inadequacy of a communication channel in meeting its desired purpose. Ask a student to leave the classroom and make a paper airplane from a single piece of paper or build a model with building blocks. Ask another student to study the design of the airplane. Tell the class that the student will give them instructions for making something from a piece of paper. (Vary the activity by having the student create a simple origami object, e.g., paper cup). You may have completed this activity when discussing communication channels in Chapter 1.
Learning Objective 2

Develop clear perceptions of the audience to enhance the impact of communication and human relations.

STEP 2: ENVISIONING THE AUDIENCE

· To begin this discussion, project the Your Turn visual and ask students to consider the consequences of failing to consider the audience when constructing a message.

· Discuss perception as a part of the communication process, that we base our ideas on our own limited viewpoint, filtering messages based on our experiences and our stereotypes, hearing and seeing only what we choose. 

· Discuss knowing as much about the receiver as possible. Tell students to consider age, economic level, educational/ occupational background, needs and concerns, culture, relationship with the receiver, and the receiver’s expectations. 

· Assign Activity 3 that requires students to provide a brief analysis of the audience for several situations.

Resource Slide 8: Envision the Audience

Resource Slide 9: Audience Perceptions

Web Enrichment: Tact and Tone Essential in Public Relations Communication

· Assign students to read the web enrichment content from the companion website. 

· Discuss the letter from Cynthia Pharr’s company to a Wall Street Journal financial analyst who made negative remarks about Chuck E. Cheese’s pizza. Rather than using a defensive approach to justify the restaurant’s food quality, Pharr crafted the lighthearted response that focuses on the many satisfied customers who have grown up with Chuck E. Cheese. This approach avoided a confrontational, accusatory interchange that might have occurred otherwise. Why did the particular tone used in the letter work in this case? When would it be inappropriate? The financial analyst might be somewhat disarmed in his criticism when surveying the mailing. The enclosed rubber pizza might produce a chuckle that will prepare the reader for the lighthearted message. The overall result might be to help the analyst see that the restaurant’s aim is to please children—the company’s intended target audience—rather than to appeal to an adult’s discriminating palate.

Refer to Case Assignment 1: Tackling the Challenge of Age Diversity at FedEx

Assign students to read this case and complete the activity or activities you specify. Follow up with a class discussion of the mentoring program FedEx has instituted to workers of different ages to benefit from the knowledge of one another. 

Learning Objective 3

Apply techniques for adapting messages to the audience, including strategies for communication ethically and responsibly.
STEP 3: ADAPTING THE MESSAGE TO THE AUDIENCE

After determining the purpose and the channel and envisioning the audience, students must learn to adapt the message to the audience by focusing on the receiver’s point of view; communicating ethically and responsibly; building and protecting goodwill; using simple, contemporary language; writing concisely; and projecting a positive, tactful tone.

Resource Slide 11: Step 3: Adapt the Message to the Audience

Focus on the Receiver’s Point of View

· Assign Activity 4 and discuss student responses in class.

· Remind students that using “you” to make a message receiver-centered is especially important in good news situations, such as appreciation or thank you messages.

Resource Slide 12: Adapting: Focusing on the Receiver’s Viewpoint

· Lead a class discussion about communicating directly with employees in positive situations, using a receiver’s point of view. Also discuss the issues that can occur with bringing personal issues into the workplace.
Communicating Decisions Ethically and Responsibly

· Project this visual as you discuss this section. These six guidelines for communicating responsibly and ethically are an excellent preview of principles that are integrated in the applications chapters that follow. Note these ethical principles are incorporated in the “General Writing Guidelines,” provided at the companion website (select Chapter 6, web enrichment) and in the “Check Your Communication” checklists in Chapters 3–14 Review Cards.

Resource Slide 13: Adapting: Communicating Ethically and Responsibly

· Emphasize the importance of taking responsibility for the power of effective communication. Stress that students’ communication should reflect their company’s standards of ethical conduct and their own personal values. 

· Discuss the ethical and legal implications of the arrest of Bernie Madoff, the man who admitted to cheating thousands of investors out of billions of dollars in an illegal scheme. For classroom discussion, ask students to read the article below, which discusses why small ethical challenges can lead to larger ethical dilemmas. The article also provides specific examples of small decisions leading to worldwide issues :
Feuer, M. (2009, August). You'd better start sweating the small stuff. Smart Business Atlanta, 6(9), 30. Available from Business Source Complete database.
· Discuss the legal and ethical implications of Merck Pharmaceutical’s decision to withhold information about the drug Vioxx. The company was sued by thousands of patients and families for not revealing the heart-related risk associated with the drug. For classroom discussion, ask students to read:
Lam, M.D. (2004). Aftershoxx: Merck’s withdrawal of blockbuster Vioxx blew a $25 billion hole in its revenues and stirred up a storm of suspicion and speculation accompanied by a chorus of wild laments. Some perspective, anyone? Pharmaceutical Executive, 24(11), 46. Available from Business Source Complete database.
· Discuss ethics in academic research, referring students to the text discussion of the University of Vermont researcher who fabricated application data for federal grant funding. Refer students to the following article that discusses nationwide issues with academic research ethics:

Medoza, M. (2005, July 10). Allegations of fake research reach new highs in United States. The America’s Intelligence Wire.
Build and Protect Goodwill

· Show the visual and lead students in a discussion of time necessary to build goodwill and to lose it. 
· Ask students to give examples of situations where they have experienced a loss of goodwill toward a business or its employees because of poor communication (self-centered attitude, biased language, condescension, etc.). Assign and discuss the additional situations presented in Activity 5.
Resource Slide 14: Adapting: Building and Protecting Goodwill

· Ask students to think of a business that they have experienced to have good customer service. Conduct a discussion as to what constitutes good customer service.
Use Euphemisms Cautiously

· Discuss the role tone plays in building or destroying goodwill and preview the types of expressions that can damage goodwill: condescension, flattering tone, demeaning expressions, and connotative tone. 

· Ask students to share the list of demeaning expressions that they have heard recently.
· Tell students about the 1979 disaster at Three-Mile Island nuclear power plant. The plant engineers used “buzz words” or doublespeak in a memo that outlined exactly what would happen in the coming weeks. Because of the difficulty of the language, managers regarded the memo as unimportant. Their poor language use won the double-speak award of the National Council of Teachers of English. Refer students to this article that outlines other doublespeak situations:



Wood, A.S. (1990). You have to know so much to write so little. Communication World, 7(6), 88-92.
Show Resource Slide 15: Common Occupational Euphemisms

Avoid Condescending or Demeaning Expressions

Use Connotative Tone Cautiously 

· Ask students about the connotative messages conveyed by the terms “chick flick” and “drama queen.” Have students work in groups to generate revisions to the terms, or come up with other examples of ideas that are expressed connotatively and denotatively.
Show Resource Slide 16: Using Connotative Words

· Discuss the difference between a dysphemism and a euphemism. Discuss the example of using “Mickey Mouse” to refer to something simple or unprofessional and how this negative connotation lost Walt Disney Studios as an account for a major software developer. Ask students to come up with other examples of dysphemisms. Their responses might include death tax, death committees, and cronies, pro-death (not pro-choice).

Use Specific Language Appropriately

· Give student examples of specific language that will paint intense, colorful word pictures to make their writing easier to understand.

General

Sales have slumped this quarter.

A large number attended our recent Client Appreciation Dinner.
Specific

Sales for the fourth quarter of 2007 dropped 50 percent from the previous quarter.

Nearly 500 contractors attended our Client Appreciation Dinner on October 28.
· Point out that general statements can be appropriate and useful in building and protecting goodwill by lessening emphasis on negative ideas.

Use Bias-Free Language

· Lead a discussion of the types of bias: gender, race and ethnic group, age, religion, and disability. 
Use Contemporary Language

· Project visuals as you emphasize that contemporary language will make writing fresh and original and show receivers that you place enough value on them to spend time thinking of new and different ways to say the same thing.
· Ask students to substitute fresh, original expressions for the following clichés and outdated expressions shown on the visual (right).
· Have students complete Activity 7 and show the solution as you discuss in class.
Resource Slide 17: Adapting: Using Contemporary, Easily Understood Language

Resource Slide 18: Eliminating Clichés

Use Simple, Informal Words

· Discuss the value of using simple, informal words to make a message easy to understand. Complexity of words contributes to readability as measured by the readability index discussed in Chapter 4. 

· Ask students to revise the statement, “Solicit the employee’s assistance in achieving resolution to the problem.” Their answer should resemble, “Ask the employee’s help in solving the problem.”

· Have students complete Activity 8 and show the solution as you discuss in class and complete the activity included on the resource slides to increase students’ word power.

· Assign Activity 10 to check students’ understanding of all facets of adapting the message to the audience.

Communicate Concisely

· Project the visuals for students to view and discuss the improvements in conciseness.

· Project a typical business paragraph taken from a letter, textbook, article, etc. Assign students to work in pairs to revise the paragraph for increased conciseness.

· Assign Activity 9 and show the solution as you review the answers.
Show Resource Slide 19: Adapting: Writing Concisely

Project a Positive, Tactful Tone

· Project the visuals as you discuss strategies for ensuring positive, tactful tone. Have students complete Activity 6 and show the solution as you discuss in class. 
· Discuss appropriate ways to end an unproductive conversation while still maintaining positive, tactful tone.
Resource Slide 20: Adapting: Projecting a Positive, Tactful Tone

Resource Slide 21: Projecting a Positive, Tactful Tone

Case Assignment 1: It’s All in the Translation

Assign students to read this case at the end of the chapter and complete the activity or activities you specify. Follow up with a class discussion of the challenges faced in language translations, even in an era of technological advancements.

Learning Objective 4

Recognize the importance of organizing a message before writing the first draft.

STEP 4: ORGANIZING THE MESSAGE

Outline to Benefit the Sender and the Receiver

· Project the visuals as you discuss the benefits outlining provides the writer and the receiver. 

Remind students that best-selling author, John Grisham, believes that outlining is critical for developing an effective plot and for minimizing the number of pages that will be written and then discarded.
Resource Slide 23: Sender Benefits from Outlining

Resource Slide 24: Receiver Benefits from Outlining

Learning Objective 5

Select the appropriate message outline (deductive or inductive) for developing messages to achieve the desired response.
Sequence Ideas to Achieve Desired Goals

· Project the visual or direct students’ attention to Figure 3-3. Discuss the three-step process of determining whether a deductive or an inductive sequence is appropriate.

· Assign Activity 2 that requires students to identify an appropriate channel and outline for several situations. Show the solution as you review answers.

Show Resource Slide 26: Step 4: Select an Appropriate Outline

Summary

· As you complete this chapter, allow students to share their examples of possible areas of miscommunication.

· Assign students to complete the “Check Your Communication” checklist on the student edition Review card.
Chapter Review

1 
Why is selecting an appropriate communication channel important to the overall effectiveness of the message? Provide two examples. (Obj. 1) 

Selecting the appropriate channel of communication increases the likelihood that the receiver will understand and accept your message. For example, a written document is appropriate for routine or pleasant information. Complex information may require a written document and follow up with a face-to-face meeting. A face-to-face meeting is appropriate for sending unpleasant or highly emotional messages that may be subject to misinterpretation. Email is especially effective when sending the same message to many people and communicating with people in different time zones but should not be used when confidentiality is required.

2 
How does perception and audience analysis affect the communication process? What factors about the audience should you consider? (Obj. 2)

Perception affects the way the message is encoded by the sender and decoded by the receiver. When a sender analyzes the intended audience for a message, that analysis will affect how the message is encoded. When analyzing the audience, one should consider age, economic level, educational/occupational background, needs and concerns, culture, relationship with the receiver, and the receiver’s expectations. 
3 
What differences in the ideals of the older and younger generations may explain communication clashes between these groups in the workplace? (Objs. 2, 3) 

The older generations have placed high importance on work to finance the debts they’ve acquired and to fulfill personal goals. They tend to be competitive and loyal to employers because of tight job markets. As a result of time spent alone while both parents worked long hours to succeed, the younger generations are highly independent and media savvy. They are less loyal to employers and strive for a healthy balance between meaningful work and personal life. Respect is earned, and is not automatic with the younger generations.

4 
What value is gained from cultivating a “you attitude” in spoken and written messages? Give an example of a writer- and a reader-centered message to make your point. (Obj. 3)

Cultivating a “you attitude” or communicating from a receiver-centered point of view conveys that messages are crafted exclusively for a specific receiver and that the sender is considering the receiver’s interests and position. Example of “I-centered” communication: I was thrilled that you received the award. Example of “receiver-centered” communication: Congratulations on receiving the Employee of the Month Award for March.

5 
Discuss five writing techniques that enable communicators to build and protect goodwill. (Obj. 3)

Use euphemisms cautiously because excessive sugarcoating can sound like sarcasm and offend the receiver. Avoid condescending or demeaning expressions by not “lording it over” your receiver because you will divert attention from the real message and stir emotional issues. Use connotative tone cautiously because words with underlying meanings can introduce needless negative ideas. Use specific language when colorful, vivid word pictures are desired; use general terms when they can be useful in building goodwill. Use bias-free language to avoid putting up barriers with your receiver.

6 
When is the use of a euphemism appropriate? When is it detrimental? Under what conditions are connotative words acceptable? Why are specific words generally preferred in business writing and speaking? In what situations would general words be preferred? (Obj. 3) 

Euphemisms that present negative ideas politely and courteously without excessive sugar coating are recommended. Euphemisms that represent excess sugar coating or that appear to be deliberate sarcasm should be avoided.
7 
Provide five guidelines for projecting a positive, tactful tone. (Obj. 3)

Guidelines include the following: (a) state ideas using positive language, (b) avoid using second person when stating negative ideas, (c) use passive voice when conveying negative ideas, (d) use the subjunctive mood, and (e) include a pleasant idea in the same sentence.

8 
Why is conciseness valued in business communication? Provide at least three suggestions for reducing word count without sacrificing content. (Obj. 3)

Concise messages save time and money for both the sender and the receiver. The receiver focuses on the important details and is not distracted by excessive words or unnecessary information. To reduce word count, (a) eliminate redundancies, (b) use active voice, and (c) include only the details relevant to the message’s purpose.

9 
What primary benefits does the writer gain from outlining before writing or speaking? How does the receiver benefit? (Obj. 4)

Outlining before you write encourages brevity and accuracy, permits concentration on one phase at a time, saves time in writing or dictating, provides a psychological lift, and facilitates emphasis and de-emphasis. Receivers benefit because the message is more concise and accurate, relationships between ideas are easier to distinguish and remember, and reaction to the message is more likely to be positive.
10 
What three questions assist a communicator in the decision to organize a message deductively or inductively? (Obj. 5) 

Questions to answer in order to select inductive or deductive pattern include the following: (a) What will be the central idea of the message? (b) What will be the most likely receiver reaction to the message? (c) In view of the predicted receiver reaction, should the central idea be listed first in the outline or should it be listed as one of the last items?
Activities

Teaching Suggestions and Possible Solutions

1 
Empathetic Attitude (Obj. 2)

In small groups, identify possible communication problems created from a manager’s lack of empathy when communicating to employees. Select a spokesperson to share your group’s ideas.

a.
An audit manager for a U.S. firm, who has been transferred to the company’s office in Japan, provides the following message to launch the marketing/production team’s work on a new product.


We are backed into a corner here. The SEC reporting deadline is set in concrete, so let’s put the pedal to metal to get this audit completed. Keep me in the loop, but don’t waste my minutes. Everybody got it?


Analysis: The writer uses numerous acronyms and expressions that are peculiar to the United States that the Japanese manager may not understand. The blunt question at the end may be confusing and considered rude to the manager from an Asian culture.

b.
After months of uncertainty at Downs, Inc., a corporate official visits an office of the national corporation with the following response to concerned questions by mostly lower-wage, technical and support staff regarding layoffs and office closures: 


We are realigning our resources company-wide to be more competitive in the marketplace and to maximize wealth creation for our stockholders. Our stock has been declining at an unprecedented rate, but we are confident that these initiatives will ensure future market viability. Furthermore, we pledge to remain completely transparent during the restructuring process. Corporate is aware of your concerns and will continue these discussions to provide a forum for dialogue.


Analysis: The use of overly complex words may intimidate this audience or cause readers to question the writer’s motive.

c.
After several trips to Mexico and nearly a year of negotiation to set up a joint venture, a U.S. partner faxed the final contract to the Mexican chief executive officer. The final contract included a request that the CEO personally guarantee the loan, a stipulation that had not been discussed previously.

Analysis: The use of a fax to communicate a sensitive issue, particularly after the effort put into the joint venture, may cause the Mexican CEO to question the entire process. Asking for a personal guarantee on a joint business venture does not show empathy for the CEO.

d.
Your unit manager, Mark, accused Joshua, a highly talented member of your design team, of being permanently attached to his Blackberry, laptop, and other technology fads that are timewasters and believes Joshua’s work ethic is right ip there with his flip flops, faded jeans, and baggy sweaters. Joshua is frustrated at Mark’s insistence on frequent progress reports, criticism when the team isn’t willing to work past five o’clock to get a job done, and general disinterest in expanding his technology skills.

Analysis: Both Mark and Joshua, members of different generations, need to consider the needs of the other. Both of them have something to offer the company—Mark has experience and management skills and Joshua has technology skills and creativity. They need to spend some time getting to know each other on a more personal level to learn empathy toward each other.

Discuss the answers in class, or assign the Student Handout (at the end of this guide) as homework.

2
Appropriate Outline and Channel (Objs. 1, 2, 5)

Complete the following analysis to determine whether a deductive or an inductive outline is appropriate for the following situations. Identify the channel you believe would be most appropriate for conveying this message; be prepared to justify your answer. Use the format shown in the following example. 

	Situation
	Recommended channel
	Central idea
	Likely receiver reaction

	The annual merit raise of an increase to 5 percent.
	Mailed memo or email message; that should reach all employees in a timely manner 
	Inform employees of an increase in annual merit raise.
	Deductive 


a. Seller to customer: An e-commerce site is promoting an extended warranty to customers who recently purchased a plasma television.

b. Quality manager to production manager: Discontinue production until a flaw just discovered in the production process has been corrected.

c. Seller to customer: We cannot provide a free cellular phone upgrade until the service contract is renewed.

d. U.S. CEO to Canadian business partner: Delivery of promised shipment will be delayed due to inability to obtain raw products from a war-torn country.

e. Management to employees: A meeting to announce upcoming professional development opportunities.

f. Seller to customer: Refunds are being issued to customers who purchased a specific production run of Model DX cell phone because the glass is overly susceptible to scratching.

g. Seller to customer: An increase in the company’s share of health care insurance premiums, costs will require a price increase effective June 1.

h. Assistant to manager: The assistant has been asked by his manager to research an issue and respond immediately while the manager is still on the phone with the customer.

i. Management to employees: A new policy prohibiting visible body art.

j. Technology department to customer: A solution is made available to all current and prospective customers for a common problem users are encountering while upgrading software versions.

Project the Solution slide and discuss the answers in class, or assign the Student Handout (at the end of this guide and online) as homework.

3
Audience Analysis (Obj. 2)

Write a brief analysis of the audience for each of the situations presented in Activity 2.

Students can easily classify the audience as external or internal. Other ideas will vary; however, students should consider the audience’s age, economic level, educational/occupational background, culture, rapport established, audience expectations of writer’s credibility, and needs.

4
Receiver-Centered Messages (Obj. 3) 

Revise the following sentences to emphasize the reader’s viewpoint and the “you” attitude. 

a. We’re encouraging all employees to take advantage of the annual wellness benefits provided by our health insurance carrier.

b. Human Resources requires all employees who work with dangerous goods or hazardous materials to have a complete physical annually.

Project the Solution slide and discuss the answers in class, or assign the Student Handout (at the end of this guide and online) as homework.

5
Statements that Build and Protect Goodwill (Obj. 3)

Revise the following sentences to eliminate a tone that will damage human relations. Identify the specific weakness in each -sentence. 

a. Management expresses appreciation for all the environmental health officers.

b. Our call center has exhibited substantial signs of workflow inefficiencies over the past budgetary period which has triggered potential irreparable damage to the customer fulfillment and branding initiatives instigated in conjunction with the operationalization of the board’s strategic plan.

c. As expected, the spin doctors fired a quick response to the complaints of the consumer advocacy group.

d. As anyone must surely know, the average employee is concerned about his retirement savings.

e. Did you hear that Hunter was crowned the top sales rep at last week’s meeting?

f. Several patient satisfaction surveys have included negative comments about Jim Koch, a male ER nurse.

g. Our quadriplegic first-shift supervisor moves around the plant in a motorized wheelchair.

h. Meanwhile back at the reservation, quality control is working to design a more green packaging solution.

i. Brad Hankins was recognized for his efforts.

Project the Solution slide and discuss the answers in class, or assign the Student Handout (at the end of this guide and online) as homework.

6
Positive, Tactful Tone (Obj. 3)

Revise the following sentences to reduce the negative tone. 

a. The taxpayer’s failure to make quarterly estimated tax payments resulted in penalties and interest.

b. You cannot receive benefits until you have been with our company for three months.

c. You neglected to inform these potential buyers of the 10-day cancellation period.

Project the Solution slide and discuss the answers in class, or access a downloadable version of this activity from your companion Web site.

7
Conversational Language (Obj. 3)

Substitute fresh, original expressions for each cliché or outdated expression. 

a. That 3 on 3 basketball game during my lunch break was a reality check!

b. Give me a minute here; I’m drinking from a fire hose.

c. We are in receipt of your letter of July 15.

Project the Solution slide and discuss the answers in class, or access a downloadable version of this activity from your companion Web site.

8
Simple Words (Obj. 3)

Revise the following sentences using shorter, simpler words. 

a. The ethics committee has abrogated its oversight responsibilities to the human resources department.

b. Jan’s dubious disappearance yesterday instigated a police investigation.

c. The attendees of the convocation concurred that it should terminate at the appointed hour.

Project the Solution slide and discuss the answers in class, or access a downloadable version of this activity from your companion Web site.

9
Conciseness (Obj. 3)

Revise the following sentences to eliminate redundancies and other wordy construction. 

a. Although some damage to the building was visible to the eye, we were directed by our attorneys not to repair or change anything until the adjuster made a damage assessment.

b. Mia’s past work history includes working as a sales clerk, waiting tables in a restaurant, and stocking shelves in a bookstore.

c. Jacob was given instructions to make note of any strange and unusual transactions completed in the recent past.

Project the Solution slide and discuss the answers in class, or access a downloadable version of this activity from your companion Web site.

 10
Adapting the Message to the Audience (Objs. 1–3)

Revise the following sentences by adapting the message to meet the audience’s needs. Identify the specific weaknesses in each sentence. 

a. We want our employees to begin using Twitter as a way of identifying customer complaints and humanizing the people behind our products.

b. An effective presenter is never surprised by the reaction of his audience.

c. She thought she was flying under the radar, but Marie has been called on the carpet for spending so much time on Facebook at work.

d. Please be advised that the company’s new smoke-free policy is effective on January 1.

e. Since I took a leadership role on this project, the team’s performance has improved.

f. I know he is good at diagnosing computer problems, but he’s such a dork.

g. You failed to read the disclaimer on our website that clearly indicates that the transmitter you ordered does not work with older generation MP3 players. Unfortunately, we cannot honor your request for a refund.

h. Through strategic alliances and by internal expansion of programs, Lox Enterprises is seeking to develop a substantial market presence as the leading provider of management consulting services in Illinois and its neighboring states.

i. The best computers available for lease through corporate channels are horribly outdated.

j. The supervisor asked Quan to go back and make revisions to the final draft of the report so the data will be completely accurate.

Project the Solution slide and discuss the answers in class, or assign the Student Handout (at the end of this guide and online) as homework.

Applications

Teaching Suggestions and Possible Solutions

Read 

1. Ask students to conduct an online search to identify strategies companies have adopted to raise their employees’ awareness of diversity in the workplace. The students should, in chart form, summarize the indexes they used to locate articles, the companies they read about, and the successful strategies that companies used to promote diversity. (Obj. 2 & 3) 

Student responses will vary. Indexes such as Business Source Premier, Academic Search Premier, and Lexis-Nexis Academic Universe might be used to locate articles. Many companies have undertaken diversity initiatives; students should not have difficulty locating appropriate articles. The lists of strategies might include various types of training, communication forums, role playing, sensitivity activities, etc.

Write 

2. Assign students to conduct research on social networking sites such as Twitter. They can begin with the following article: Graham, J. (2008, July 21). Twitter took off from simple “tweet” success. USA Today. Available from LexisNexis Academic database. Once students complete their research, assign the following activities: 

a. Compile a list of advantages and disadvantages of this communication medium, including examples of how two businesses have used this social networking site. 

b. Register at Twitter (or use your existing account) and exchange messages with a small group of students in the class. Prepare an engaging flyer describing efficient use of Twitter that will be distributed to staff as an attachment to an email. (Obj. 1 & 2) 

a. A list of advantages and disadvantages appear below. Companies covered in the article include Blip.tv, Zappos.com, Comcast, and Whole Foods.

	Advantages
	Disadvantages

	· Direct communication with customers
	· Too many “personal” tweets

	· Opportunity to learn build better relationships with customers
	· Customers must be technologically savvy

· Systems crashes, making tool unusable

	· Can make CEO available to public
	

	· Reach customers who might otherwise be inaccessible
	


b. Student flyers will vary. Consider constructing a Twitter page for your course to test Twitter and its academic uses. Require students to follow this Twitter page during the semester and use it primarily for inconsequential course communications. Or consider adding small extra credit opportunities that students can see only by following the class on Twitter.

Think 

3. Ask students to compile a list of the advantages and disadvantages of email, as well as recommended uses and precautions for its use, after reading the following article: 

Seckler S., & Toomey, R. (2005, December 18). Commentary: E-mail: Career opportunities and pitfalls in workplace communication. The Daily Record (Kansas City, MO). Available from LexisNexis Academic database. (Obj. 1) 

Responses will vary. Some examples are shown below.

	Advantages of email
	Precaution with email

	Can be sent to a large number of recipients
	Tempation to forward mass emails makes communication less personal

	Ease of providing information to clients and employees 
	Overuse of email can result in too much communication

	Ease of use, lack of confrontation
	Some people prefer more direct communcation channels, such as the telephone or a face-to-face meeting

	Quick way to send and obtain information
	Most uses take little time for deliberation and review of message.


4. Divide the class into a number of small groups in which they should discuss a specific situation in work or educational experience that illustrates the negative effects of an individual who did not consider the impact of his or her message on the receiver.

This activity will encourage students to identify and to share specific incidents that illustrate the importance of adapting a message to the audience. Students are more likely to respond to students’ discussion of these realistic experiences than an instructor’s comments about the importance of sensitivity and audience-centered messages. If you are following the sequence of chapters in the text, students will not yet have been exposed to concepts related to message impact, such as adaptation and strategy. Consequently, evaluation of this assignment should not focus heavily on such factors. Depending on the editing capabilities of your email system, you may grade spelling, grammatical content, and basic formatting.
Speak 

5. Have students generate a list of phrases and nonverbal expressions peculiar to their culture that groups from another culture might not understand. Ask them to identify any conflict situations that could arise from the misinterpretation of the collectively understood terms. Have them also consider how group norms play a part in the understanding of collective culture. If time allows, assign each student to select one item from his or her list as the topic for a five-minute presentation to the class. (Obj. 2) 

Responses will vary. Some examples are shown below.

	Verbal phrases
	Nonverbal expressions

	· It’s raining cats and dogs. 

· This bear market is killing me.

· Our boss is such a tightwad.

· Tell me what was said. I’m all ears.

· Congratulations! You aced that presentation!
	· Direct eye contact when speaking with someone (not accepted in Asian countries because conveys aggressiveness)

· Pointing to indicate an object (not acceptable in some cultures)

· Maintaining a personal space bubble (For Americans, this bubble is about two feet.)


Collaborate 

6. Explain to students that however experienced businesses are at writing formal business documents, such as press releases, advertising, and financial reports, creating an online brand or authentic voice through an online blog provides a new challenge for many business communicators. To learn more, have students locate the following articles, which are available from Lexis-Nexis database: 

· Cardis, P. (2008, October). Blogging for business. Professional Builder. 

· Get caught in the net. (2007, May 31). Financial Advisor. 

· How to write a better blog. (July 2007). Business World (Weekender). 

After reading the articles, students should work in small teams to prepare an engaging flier describing efficient blog communication that will be distributed to staff as an attachment to an email message. (Obj. 1 & 2)

Responses will vary. Students should focus on understanding the goal of the blog, knowing the audience, differentiating a blog from an advertisement for a business, finding an appropriate style for a business promotion blog, planning the blog, and promoting its existence.

Digging Deeper

1 
What is empathy and how does it affect business communication? How are empathy and sympathy different?

Sympathy is merely the ability to feel or express sorrow or pity for the pain or distress of another. Empathy is an attitude that enables a person to identify another’s frame of reference (knowledge, feelings, and emotions) and to project or communicate understanding back to a person. Empathy is an excellent way to establish rapport and credibility and to build long-lasting personal and business relationships. Secondly, seeing a situation or problem from the receiver’s perspective not only will permit you to address the receiver’s needs and concerns but will also enable you to anticipate the receiver’s possible reaction to the message.

2 
Explain what is meant by writing to express and not to impress.

The purpose of business messages is to communicate a clear message that can be read and understood quickly—not to impress the recipient with a wide vocabulary that is not readily understood.

3 
How can you ensure quality in a collaboratively written document? Perhaps someone on your team makes unnecessary additions or questionable edits, such as revising to make the document sound “more professional” while sacrificing clarity. What would you do?
The purpose of working together is to produce a higher quality document rather than one that is chopped up and filled with too many different writing styles. Someone on the team should be charged with the final production/submission of the document to assure sound writing and clarity.

Cases

Teaching Suggestions and Possible Solutions

CASE ASSIGNMENT 1: It’s All in the Translation

The case addresses the problems associated with using translation software with lower quality documents because these documents, including web pages, chat rooms, and email messages, use more colloquialisms and idioms than traditional business documents. The case focuses on using downloadable and web-based translation programs, comparing these translations to how a native speaker of the language would translate the piece, recommending translation services to a foreign company, and comparing and contrasting the features available with different translation options.

Businesspeople frequently communicate by exchanging documents, either printed on paper or transmitted electronically. Those with overseas clients, customers, and contacts can improve their communications dramatically by using software to translate these documents. Such software is used by organizations to produce documents ranging from international correspondence and invoices to complex financial and legal documents.

Growth in the use of the Internet has boosted demand for language translation as users around the world struggle to understand pages in languages other than their own. Multilingual translators allow companies to open up their websites to everyone around the globe. The software determines the country of origin of the viewer, displays the site in the appropriate language, and provides a menu for selecting an alternate language if preferred. Translation packages are typically based on two types of bilingual dictionaries, one for word-for-word translations and another for semantic and idiomatic phrases. Speed of translation is about 20,000 words per hour, with a 90 percent or higher degree of accuracy. Various web-based translation systems are available. Arguably the best known online translation system is Babel Fish, which is a web-based application on Yahoo! that machine translates text or web pages from one of several languages to another. Babel Fish was originally developed by Alta Vista and relies on Systran software. The service makes no claim to produce a perfect translation. Language translation software that includes interfaces for text and speech is also available for handheld computers. Users enter words as text and can have the translation returned as text or speech.

Translation systems work best when they are customized for a particular subject area; this involves analyzing typical documents and adding common words and technical terms to the system’s dictionary. Using the software to translate Internet pages, which can be about anything at all, often produces dismal results. To make matters worse, most translation systems were designed for use with high-quality documents, whereas many web pages, chat rooms, and email messages involve slang, colloquial language, and ungrammatical constructions. Internet users, however, typically want speed of translation, rather than quality, and are more likely to accept poor results.

It is also possible to use commercial computer-based translation facilities via the telephone, using modems and fax. Messages can be translated using a message translation service for a per-word fee. Although such services may appear costly, imagine the benefit that an organization may derive from conveying an appropriately translated message to a potential client or customer.

In a technological environment that greatly simplifies language translation, some challenges still exist. Often the problem is not to translate the words, but to convey ideas across cultures. A writer from the audience’s culture may be employed to take translated material and write the ideas in the local language. Experienced practitioners understand the need to consider cultural as well as linguistic differences.

Sources: Baker, L. (2006, April 27). Yahoo Babel Fish translation tool. Search Engine Journal. Retrieved from www.searchenginejournal.com/yahoo-babel-fish-translation-tool/3335/; Nobel, C. (2002, September 23). Industry capsule: Translator runs on pocket PCs. EWeek, 18.

Questions

1. Write a one-page summary explaining the factors that led to the need for more translation services. 

Students should include in their summaries a discussion of increased international business activity that heightens the need to communicate with people who speak other languages. 
While world business activity is focused on several “leading languages” (English, French, German, Spanish, etc.), the emergence of new world partners has brought a plethora of diverse languages into the business environment. Few business people have a mastery of all languages they may encounter in their various activities. Translation services are essential to global communication.

2. Write a one-page summary explaining the difference between word translation and culture translation. Give examples of interpretation problems that result when word translation alone is used. Provide instances when word translation would be beneficial to a company.
Word translation focuses on literal translation of individual words. Culture translation focuses not just on the translation of words but on the proper conveying of ideas in the particular culture. Literal word translations can produce embarrassing and ridiculous interpretations. The student might provide instances when word translation would be beneficial to a company.

3. Download a free online translator and translate a sample document such as your personal web page into a target language of your choice. Ask a person who speaks the target language (preferably a native speaker) to evaluate the effectiveness of the translation. Write a one-page summary explaining the quality of the translation. Work in groups if directed by your instructor.
Responses will vary.
4.  Assume that you work for a company that has just entered the Japanese market. Your company wishes to translate correspondence, promotional materials, and invoices into the Japanese language. Using the sites listed above as starting points, visit four sites of organizations that offer translation and interpretation services. Prepare a two-page written report that (1) compares the services offered by each organization and the accompanying costs, and (2) recommends the one your company should use for its translation services.

Numerous sites are available that students may consult. Recommendations should be based not only on cost, but on available services.

5. Research the two software translation programs mentioned in this case. Prepare a chart that summarizes the capabilities and features available with each. Write a recommendation for the superior product. 

This assignment can be completed in pairs or small groups. The comparison should be made between Babel Fish and the full version Systran translation software and should reflect the following differences. Babel Fish is available as a free online translation service at altavista.com. Based on Systran's translation technology, it tallies more than three million page views per day. Anyone seeking to translate a message or a simple document can log in, enter the text, and choose a language. Users get what they pay for, however, and the quality isn't always the best. By purchasing a Systran translation program, users can get a higher-quality machine translation. With the paid service, specialized dictionaries are applied. Both products have limitations, however; so when quality translation is a must, companies often hire a human translator. With a human translator, issues such as regional idiomatic expressions should be resolved.

CASE ASSIGNMENT 2: Hallmark Crafts Messages for Changing Consumer Market

The following case highlights communication challenges at Hallmark Cards, Inc., showing how the company is dealing differently with employees and consumers.

Nationwide, American consumers spend about $7.5 billion a year on greeting cards. Greeting cards can be a meaningful communication tool for customers, coworkers, and important business contacts and can provide a memorable, cost-effective way to build loyalty and increase customer retention. Hallmark Cards, Inc., located in Kansas City, Missouri, has been helping people say the right things at the right time for 100 years, and the continued success of its cards is directly tied to effective analysis of an ever-changing audience.

As American society has become increasingly heterogeneous, Hallmark product offerings have also become more diverse. Realizing that Hispanics currently account for 15 percent of the U.S. population, the company has extended the appeal of its cards to Hispanics through its Sinceramente Hallmark line, which includes more than 2,500 Spanish-language cards. Hallmark targets its African American consumers with its Mahogany line. The Tree of Life series, meanwhile, is aimed at Jewish customers, and in 2003, Hallmark began carrying Diwali and Eid al-Fitr cards to appeal to its Muslim clientele. Expansion into international markets has shown Hallmark that message appeal is largely influenced by cultural values. The Dutch audience, for instance, tends to be more direct than Americans, while British consumers are more reserved and less direct.

Shifting cultural demographics is only one challenge faced by Hallmark. Referring to recent internal research, Hallmark’s CEO Donald J. Hall, Jr. says, “We’re not filling all the needs that people have when it comes to their relationships, but we have their ‘permission’ and opportunities to do so.” Generational changes, such as the tendency of baby boomers to purchase fewer cards than their parents, and the current popularity of e-cards and m-cards designed for delivery to mobile devices have given rise to the design of new products to entice consumers to card shop more often. Because women buy 80 percent of all greeting cards, Hallmark works to attract today’s women, particularly those older than 45 who no longer have children at home. The Shoebox and Fresh Ink lines are designed to provide offbeat and entertaining options for those who prefer an alternative to traditional sentiments. “Green” cards made with recycled paper, musical greeting cards, and recordable voice cards are all recent additions to the card line up that appeal to various subsets of the card market.

Hallmark knows that building good communication with friends and family, as well as customers and business partners, means that it must design text and visual messages that effectively convey intended meanings and emotions. The company must accurately visualize its ever-changing audience in order to design appealing greeting cards.

Another challenge faced by Hallmark involved communication issues between senior management and employees. Hallmark’s private ownership and a highly competitive retail and intellectual property environment had led to a culture in which senior management had traditionally shared little with employees in terms of company finances, business plans, and market challenges. Management’s guarded approach to communication had resulted in declining trust levels among employees. Director of Corporate Communications, Dean Rodenbough, directed an extensive communications audit that led to the establishment of a much more open atmosphere for the exchange of ideas and information throughout the company. 

Sources: Thiruvengadam, M. (2005, November 1). Hallmark and others adding cards for foreign holidays. San Antonio Express News. Retrieved from Business & Company Resource Center database; Mann, J. (2005, February 13). Hallmark greets fresh challenges. The Kansas City Star. Retrieved from LexisNexis database; About greeting cards: Trends. (2008, March 29). Greeting Card Association. Retrieved from www.greetingcard.org/about.php?ID=3

Questions

1. How has cultural change impacted the mission and activities of Hallmark?

Hallmark has been impacted by cultural shift away from communicating with clients via greeting cards and toward communicating via email and e-cards. Hallmark also has been impacted by big-box retailers offering greeting cards and cutting into the Hallmarks’ profits.
2. Dean Rodenbough is quoted as saying that “the CEO is traditionally the voice of any major decision impacting our employees or one of our businesses and is our preferred spokesperson.” If so, why does Hallmark need a director of corporate communications? Discuss your response in class or online.

Hallmark needed a director of corporate communications to help employ changes in marketing strategy and internal communications. Rodenbough came to Hallmarks and instituted a communication audit to determine how internal communication (or lack thereof) was impacting employees and franchise owners. This audit allowed Hallmark to communicate with employees better and to promote their products more easily.

Student Handout, Chapter 3

Activity 1: Empathetic Attitude

In small groups, identify possible communication problems created from a manager’s lack of empathy when communicating to employees. Select a spokesperson to share your group’s ideas.

a.
An audit manager for a U.S. firm, who has been transferred to the company’s office in Japan, provides the following message to launch the marketing/production team’s work on a new product.

“We are backed into a corner here. The SEC reporting deadline is set in concrete, so let’s put the pedal to metal to get this audit completed. Keep me in the loop, but don’t waste my minutes. Everybody got it?”

Analysis: 

b.
After months of uncertainty at Downs, Inc., a corporate official visits an office of the national corporation with the following response to concerned questions by mostly lower-wage, technical and support staff regarding layoffs and office closures: 


“We are realigning our resources company-wide to be more competitive in the marketplace and to maximize wealth creation for our stockholders. Our stock has been declining at an unprecedented rate, but we are confident that these initiatives will ensure future market viability. Furthermore, we pledge to remain completely transparent during the restructuring process. Corporate is aware of your concerns and will continue these discussions to provide a forum for dialogue.”

Analysis: 

c.
After several trips to Mexico and nearly a year of negotiation to set up a joint venture, a U.S. partner faxed the final contract to the Mexican chief executive officer. The final contract included a request that the CEO personally guarantee the loan, a stipulation that had not been discussed previously.
Analysis: 

d.
Your unit manager, Mark, accused Joshua, a highly talented member of your design team, of being permanently attached to his Blackberry, laptop, and other technology fads that are timewasters and believes Joshua’s work ethic is right ip there with his flip flops, faded jeans, and baggy sweaters. Joshua is frustrated at Mark’s insistence on frequent progress reports, criticism when the team isn’t willing to work past five o’clock to get a job done, and general disinterest in expanding his technology skills.
Analysis: 

Student Handout, Chapter 3

Activity 2a: Appropriate Outline and Channel

Complete the following analysis to determine whether a deductive or an inductive outline is appropriate for situations a through l. Identify the channel you believe would be most appropriate for conveying this message; be prepared to justify your answer. Fill in Handout 2b with your answers.

Sample Situation:




The annual merit raise has increased to 5 percent.

	
	Recommended

Medium
	Central Idea
	Outline

(Deductive or inductive)

	
	Example:

Mailed memo or e-mail message; pleasant news should reach all employees in a timely manner.
	Inform employees of an increase in annual merit raise.
	Deductive


a.
Seller to customer: An e-commerce site is promoting a special digital music subscription to its customers who recently purchased a portable music device.

b.
To company from customer: An incorrect part ordered from a website must be exchanged. No return instructions were provided with the invoice.

c.
Quality manager to production manager: Discontinue production until a flaw just discovered in the production process has been corrected.

d.
Seller to customer: We cannot provide a free cellular phone upgrade until the service contract is renewed.

e.
CEO to managers: Pension plans will be discontinued to new hires.

f.
U.S. CEO to Canadian business partner: Delivery of promised shipment will be delayed due to inability to obtain raw products from a war-torn country. 

g.
Management to employees: A meeting to learn about the company’s new stock option plan is announced.

h.
Seller to customer: Refunds are being distributed to customers who purchased the Model DX laptop, which had a faulty board.

i.
Seller to customer: Because of an increase in fuel cost, the company’s price structure will increase beginning June 1.

j.
Assistant to manager: The assistant has been asked by his manager to research an issue and respond immediately while the manager is still on the telephone with the customer.

K
Management to employees: A new policy prohibiting employees from smoking at work and at home is introduced as a means of managing rising health care costs.

l.
Technology department to customer: The solution to a common problem users are encountering while upgrading software versions is made available to all current and prospective customers. 
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Activity 2b: Appropriate Outline and Channel

	
	Recommended

Medium
	Central Idea
	Outline

(Deductive or inductive)

	
	Example: Mailed memo or e-mail message; pleasant news should reach employees in timely manner.
	Inform employees of an increase in annual merit raise.
	Deductive

	a
	
	
	

	b
	
	
	

	c
	
	
	

	d
	
	
	

	e
	
	
	

	f
	
	
	

	g
	
	
	

	h
	
	
	

	i
	
	
	

	j
	
	
	

	k
	
	
	

	l
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Activity 4: Receiver-Centered Messages

Revise the following sentences to emphasize the reader’s viewpoint and the “you” attitude.

	a
	We’re encouraging all employees to take advantage of the annual wellness benefits provided by our health insurance carrier.

	
	Revision: 



	b
	 Human Resources requires all employees who work with dangerous goods or hazardous materials to have a complete physical annually.

	
	Revision:
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Activity 5: Statements that Build and Protect Goodwill

Revise the following sentences to eliminate a tone that will damage human relations. Identify the specific weakness in each sentence. 

	a
	Management expresses appreciation for all the maintenance engineers.

	
	Weakness:



	
	Revision: 



	b
	Our call center has exhibited substantial signs of workflow inefficiencies over the past budgetary period which has triggered potential irreparable damage to the customer fulfillment and branding initiatives instigated in conjunction with the operationalization of the board’s strategic plan.

	
	Weakness:



	
	Revision:



	c
	As expected, the spin doctors fired a quick response to the complaints of the consumer advocacy group.

	
	Weakness:



	
	Revision: 



	d
	 As anyone must surely know, the average employee is concerned about his retirement savings.

	
	Weakness:



	
	Revision:



	e
	Did you hear that Hunter was crowned the top sales rep at last week’s meeting?

	
	Weakness:



	
	Revision: 

























[continued]

	f
	Several patient satisfaction surveys have included negative comments about Jim Koch, a male ER nurse.

	
	Weakness:



	
	Revision: 



	g
	 Our quadriplegic first-shift supervisor moves around the plant in a motorized wheelchair.

	
	Weakness:



	
	Revision:



	h
	Meanwhile, back at the reservation, quality control is working to design a more green packaging solution.

	
	Weakness:



	
	Revision: 



	i
	 Brad Hankins was recognized for his efforts.

	
	Weakness:



	
	Revision:
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Activity 10: Adapting the Message to the Audience

Revise the following sentences by adapting the message to meet the audience’s needs. Identify the specific weaknesses in each sentence. 

	a
	We want our employees to begin using Twitter as a way of identifying customer complaints and humanizing the people behind our products.

	
	Weakness:



	
	Revision: 



	b
	An effective presenter is never surprised by the reaction of his audience.

	
	Weakness:



	
	Revision:



	c
	She thought she was flying under the radar, but Marie has been called on the carpet for spending so much time on Facebook at work.

	
	Weakness:



	
	Revision: 



	d
	Please be advised that the city’s new smoke-free policy is effective on January 1.

	
	Weakness:



	
	Revision:



	e
	Since I took a leadership role on this project, the team’s performance has improved.

	
	Weakness:



	
	Revision: 

























[continued]

	f
	I know he is good at diagnosing computer problems, but he’s such a dork.

	
	Weakness:



	
	Revision:



	g
	You failed to read the disclaimer on our website that clearly indicates that the transmitter you ordered does not work with older generation MP3 players. Unfortunately, we cannot honor your request for a refund.

	
	Weakness:



	
	Revision: 



	h
	Through strategic alliances and by internal expansion of programs, Lox Enterprises is seeking to develop a substantial market presence as the leading provider of management consulting services in Illinois and its neighboring states.

	
	Weakness:



	
	Revision:



	i
	The best computers we can lease through corporate channels are horribly outdated.

	
	Weakness:



	
	Revision: 



	j
	The supervisor asked Quan to go back and make revisions to the final draft of the report so the data will be completely accurate.

	
	Weakness:



	
	Revision:
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