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Learning Objectives

LO 1.1 Explain why communication is a complex process that is affected by context and requires more than
the delivery of messages.

LO 1.2 Identify the benefits of being an effective communicator while on the job market and throughout your
career.

LO 1.3 Explain why it is important for communicators to be strategic, professional, and adaptable.

LO 1.4 Explain how studying communication helps you develop other valuable career skills.

TEACHING TIP: This chapter serves as a foundation for the rest of the topics in the course and helps students
understand why the information is important. If you want to introduce all the material in one week, you might
spend your class time this way:

Class (or hour) 1: Communication is complex (LO 1.1) and benefits of effective communication (LO 2.2)
Class (or hour) 2: Communicators must be strategic, professional, and adaptable (LO 1.3)
Class (or hour) 3: Career skills (LO 1.4) and Case Study or in-class activities

Chapter 1 | Copyright © 2025 Pearson Education, Inc. Page |1-1

Solutions Manual for Business Communication 5th Shwom


https://textbooktestbanks.com/products/9780138162023-solutions

AT-A-GLANCE HEADING OUTLINE

PROFESSIONAL PRESENCE @ Work, p. 3
SYNCHRONY, Ron Everett: Communication Is Never a Straight Line

Why is it challenging to communicate effectively? p. 4
LO 1.1 Explain why communication is a complex process that is affected by context and requires more than
the delivery of messages.

e Communication is a complex process, p. 5

e Communication is affected by context, p. 5

e Communication requires understanding yourself and others, p. 6
What are the benefits of being an effective communicator? p. 7
LO 1.2 Identify the benefits of being an effective communicator while on the job market and throughout your
career.

o Effective business communicators have a competitive edge in the job market, p. 7

e Communication skills will contribute to your company’s success, p. 8

e Communication skills will contribute to your personal success, p. 9

What characteristics will help you communicate effectively? p. 10
LO 1.3 Explain why it is important for communicators to be strategic, professional, and adaptable.

e Being strategic, p. 10
e Being professional, p. 14

SPOTLIGHT ON RESEARCH & THEORY
PROFESSIONALISM, p. 19

e Being adaptable, p. 21
What other important career skills will this course help you develop? p. 26

PROFESSIONAL PRESENCE @ Work, p. 27
SYNCHRONY, Ron Everett: Communication Is Never a Straight Line

CHAPTER REVIEW, p. 29

KEY TERMS, p. 30

REVIEW QUESTIONS, p. 30
KEY CONCEPT EXERCISES, p. 30

REFERENCES, p. 33
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PROFESSIONAL PRESENCE @ Work’ p. 3 Opening Professional Presence @ Work

SYNCHRONY™ PROFESS PRESENCE ® Work

SYNCHRONY, Ron Everett: Communication Is Never a Straight Line %

TEACHING TIP: Each chapter in this book both starts and ends with a
Professional Presence @ Work feature. Different professionals are used
in each chapter, but the same person is highlighted in both the opening
and ending features within a chapter.

The opening @ Work features are short—they introduce the professional and their perspective on the topic of
the chapter. The ending @ Work feature is longer and explains how the professional applies the content from
the chapter to their work.

The goal of the @ Work feature is to illustrate how the content of the book is applicable in the workplace. The
professionals we interviewed represent a wide array of positions and organizations, including senior-level
corporate leaders, nonprofit directors, and researchers.

You can use the @ Work features as discussion starters (e.g., “What does Ron Everett mean when he says that
communication is never a straight line?”) or small group activities (e.g., summarize the main takeaways of the
opening and ending @ Work features in this chapter.
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Chapter 1 | Introduction

//, Chapter 1 | Introduction

I
7 / Professional presence is the ability to project

W\ competence, credibility, and confidence. This e P PSS S s e
V7 chapter explains why communicating well is e
| // challenging, how you will benefit from becoming a i o W
Z better communicator, and what characteristics you CITICALTHINKING QUESTION

should be able to demonstrate after completing this Sl e
course to be a successful communicator.

CRITICAL THINKING QUESTION

What are your desired professional characteristics? How will you project those at work? Write a list of 5 to 10
words that describe the image you want to project as a professional. Then write a brief paragraph explaining
why those specific characteristics are important for your individual professional presence.

CRITICAL THINKING NOTE: Students’ answers will vary. This prompt could be used as a discussion starter, small
group activity, or homework assignment.

Why is it challenging to communicate effectively? p. 4

LO 1.1 Explain why communication is a complex Wy et htlnging o commuricte oy
process that is affected by context and requires more il
than the delivery of messages.

uires understanding yourself and others 3

@ a2 s B b e

TEACHING TIP: To help students understand the complexity of communication, give them opportunities to
reflect on their own successful and unsuccessful communication experiences.

= Communication is more than the exchange of messages; it is the process by which participants not
only exchange messages (information, ideas, and feelings) but also co-create and share meaning.

= Success in communication is affected by a broad array of factors that go beyond the language you use,
including the physical, social, and cultural context in which you communicate; your relationship with

your audience; the audience’s knowledge and expectations; and your own self-awareness.

= Audience is the intended recipients of your communication.
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[LER

Communication is a complex process, p. 5 Commurication i  complex process

+ Communication experts have been e

developing models of the = ED“_‘“
communication process for decades e =

= Communication experts have been developing models of the Mot vt @
communication process for decades. ot pln B,
. . rovides additional
= Models are useful visual tools that explain how a process works, o it =S =

especially when a process is complex and all its parts are not
visible.
= Each new model provides additional insights into how the communication process works.

@

See the Transmission Model of Communication in FIGURE 1.1 on p. 5
= One of the first models developed to explain the communication
process.
= Focuses only on a single exchange of information from the sender
to the receiver.
= Does not take into account the many additional variables
involved in effective communication. s

o1l

NI o, e, o by s, 8 et

FIGURE 1.1 An Early Model of the Communication Process: The Transmission Model
Sander ‘Raceiver

H y Sends message Recaives and
el through a decodes
intention g
channal Messans
Molse or barriers may
intermupt message
- The TransmiSSion MOdeI intrOduced the key elements Of The Transmission Model introduced the key elements of communication =

communication:

o Medium: The method you use to deliver a message—for Chame o

example, telephone, face-to-face meeting, email, text e

message, or website. o .
o Channel: The method you use to deliver a message, a e el i e

synonym of medium.
o Encode: To translate the meaning of a message into words, images, or actions.

o Decode: To interpret the words, images, and actions of a message and attach meaning to
them.
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Barriers are another element of communication. Barriers are obstacles T ———
that get in the way of effective communication and come in many forms:

w11

Technological barriers may occur when your audience does not
have access to the medium you are choosing.

Physiological barriers occur when something related to the
physical functioning of a body becomes an obstacle. O A i e i

Psychological barriers include unexamined biases and assumptions.
Semantic barriers occur when language is ambiguous or difficult to understand.
Language barriers arise when senders and receivers do not have a shared language.

Cultural barriers inhibit clear communication and can occur even when there is a shared language.

DISCUSSION STARTER: Which of these barriers have you experienced as a communicator? As a
listener/reader? How did you overcome that barrier to reach your communication goal? Or how would you,
now that you know more about the transactional model of communication?

TO PRACTICE THE CONTENT IN THIS SECTION, ASSIGN KEY CONCEPT EXERCISE:
1 Communication is a complex process, p. 30

IN-CLASS ACTIVITY: Have you ever been misunderstood?

Most people have experienced either being misunderstood or misunderstanding someone else. Ask students
to provide examples, preferably from their work experiences or student interactions rather than personal
relationships. Explore what went wrong, focusing attention particularly on encoding/decoding, medium,
barriers, and feedback. If they were able to develop shared meaning through their communication, ask them
to explain how. Throughout the discussion, help the students identify why the communication did not work

well.

SUPPLEMENTAL EXERCISE: Analyzing a Miscommunication

Consider a time when you were unsuccessful at communicating something in the workplace. Consider all the
possible barriers that may have interfered with the successful communication of your message. See p. 7 for a
discussion of barriers. Write a brief blog posting (100-150 words) with an attention-grabbing headline (see
“Writing Headlines That Get Results” for help with that, at http://www.copyblogger.com/writing-headlines-
that-get-results/) and post it to the class blog or discussion forum. Other students will be able to read your
post, so be sure not to use real names of workplaces or people, and proofread carefully before you submit it.
Read some of the other posts and respond to some of the students’ comments to which you can relate.
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Communication is affected by context, p. 5 Commarication s alected by context

Feedback

form of verbal or nonverbal résponse to a message.

Despite its contributions to communication theory, the transmission
model does not provide a full understanding of what happens when we et
communicate. For example, it does not take into account the iterative N rmmmaansssay o
back-and-forth process that good communicators use to ensure

understanding. Receivers become senders as they provide verbal and
nonverbal feedback.

= Feedback is any form of verbal or nonverbal response to a message.

= The Interaction Model of Communication portrays communication as a dynamic process that depends
on context and feedback.

= ltalsointroduces the concept of context—the internal and external circumstances and forces that
influence communication.

= The Transactional Model of Communication expands the concept of context to address social,
relational, and cultural factors:

” oo w11
External forces that influence communication

o Social context includes how learned behaviors and norms
influence communication choices.

o Relational context arises from past history and current
relationships with your audience.

o Cultural context refers to the role that culture plays in
influencing expectations about communication.

Social context
et o learned behaviors and norms that guide communieation choloes.

Relational context
Arizes from past history and current relationships with your audience

Cultural context
The rale that culture glays in influen

Communication Is the means by which we Influsnce the world and create meaning.  #

B s R A

Communication is more than the exchange of information. People communicate to form and maintain
relationships, to persuade others, to learn, to increase self-esteem, to develop new ideas, and to work
collaboratively.

Communication is the means by which we influence the world and create meaning.

DISCUSSION STARTER: Provide an example of context and ask why it is important to consider in business
communication.

TO PRACTICE THE CONTENT IN THIS SECTION, ASSIGN KEY CONCEPT EXERCISE:
2 Communication is affected by context, p. 30
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Communication requires understanding yourself and others, p. 6

e ) R oLl
ation requires g yourself and others

= The Engagement Model of Communication (see FIGURE 1.2 on
p. 6) builds on past models and extends them. This new model
takes into account the role that internal contexts—preferences,
biases, and learned behaviors—play in effective
communication.

New Model of the Cs Process (FIGURE 1.2)

[ S B v A

= Successful communicators are not passively influenced by
contexts and barriers. Instead, they engage in self-awareness, that is, awareness of their own internal
contexts—their preferences, biases, and learned behaviors.

= The new model also acknowledges that meaning is not just shared but is in fact co-created as everyone
involved in the communication learns from each other. In a business communication course, you will
learn to engage with all these complexities as you make and implement your communication
decisions.

FIGURE 1.2 New Engagement Model of the Communication Process

ancoding
cOMMuMICATOR | Barrlers COMMUNICATOR
decoding

DISCUSSION STARTER: Review Figure 1.2. When you consider how barriers and context add complexity to
communication, can one ever achieve perfect shared meaning? Why or why not?

TO PRACTICE THE CONTENT IN THIS SECTION, ASSIGN KEY CONCEPT EXERCISE:
3 Communication requires understanding yourself and others, p. 30
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What are the benefits of being an effective communicator? p. 7
LO 1.2 Identify the benefits of being an effective ot e g
communicator while on the job market and

throughout your career.

@ Copine 1 214 345 e e, 4 e vt

TEACHING TIP: One way to motivate students to care about business communication is to show them how
they will benefit from being good communicators. To supplement the book and your own anecdotes, invite a
guest speaker—a human resources professional, a job recruiter, or a manager—to come to class and talk
about communication in the hiring process and in the workplace.

Effective business communicators have a competitive edge in the job market, p. 7

= Despite predictions that technology—especially artificial T

Effective business communicators have a competitive edge

intelligence—will make many professional jobs obsolete, in the job markst
research shows that certain job categories have experienced gt oAty

ssciation of Calleges and Emplayers (NACE) indicats that
o5t impartant for students to develop and carry into their

significant growth over the past several decades. r}glr'-‘

= Surveys and interviews of corporate recruiters make it very m
clear that employers want to hire good communicators. et i a
Employers rated the following competencies as the most Eo e

important for students to develop and carry into their careers:

Critical thinking
Teamwork
Communication
Equity and inclusion
Professionalism

O O O O O

= A NACE Job Outlook Report indicated that fewer than 50% of employers found that new
employees are well prepared with the most valued communication-related job skills.

= Importantly, employers rated the first three of these competencies as more important than
technological competence and even leadership. Even more importantly, all these competencies
are integrated within the study of business communication.

= Communication also tops the list of the essential workplace skills identified by MBA alumni and
recruiters surveyed by the Graduate Management Admission Council.

= lIronically, although these communication skills are widely considered important, many employers
report that they have difficulty finding applicants with adequate soft skills, including
communication.
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FIGURE 1.3 How Students’ Perceptions of Student

How Students’ Perceptions of Preparedness Differ
from Employers’ Perceptions (reut 13)

Preparedness Differ from Employers’ Perceptions, p. 8

= Research suggests that young workers do not sufficiently prepare
themselves before entering the workforce because they do not
recognize their deficits in these areas.

= The NACE study found a large gap between college students’
perceptions of their proficiency and employers’ perceptions in many of the skills that employers find
most important.

= Being an effective communicator will help you stand out in the workplace.

@i D

Students belleve they are better prepared for work than employers do

Percentage of surveyed students versus employers who believe
that recent college grads are well prepared in communication-related areas

Teamwork st
Critical thinking I
Communlcations R
Profasslonallsm A o
Career & self development i
Leadership

90 80 JO 80 50 40 30 20 W0 O 10 20 30 40 50 &0 TO0 B0 90

Students Employers
Sourca: Dte from MACE [2022].

DISCUSSION STARTER: How well prepared for work do you think you are? Which of the skills listed in Figure
1.3 do you feel most or least confident about applying in the workplace?

DISCUSSION STARTER: The data show that effective communicators have a competitive edge when looking for
jobs. Why do you think communication is so important?

TO PRACTICE THE CONTENT IN THIS SECTION, ASSIGN KEY CONCEPT EXERCISE:
4 Effective business communicators have a competitive edge in the job market, p. 30

SUPPLEMENTAL EXERCISE: What Your Future Holds

What occupation do you plan to pursue upon graduation? Using both the Occupational Outlook Handbook
(http://www.bls.gov/oco/) and O*NET (http://www.onetcenter.org/overview.html), do a search for the
occupation. According to the information you find on either of these websites, what communication skills will
you need? Write a brief email (100-150 words) to your instructor about the occupation you researched and
the communication skills you will need. Proofread your email carefully.
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Communication skills will contribute to your oLz

Communication skills will contribute to your company’s s
success, p. 8

Companies want good communicators because good communication is
profitable—it saves money, and it makes money. Consider the following
ways in which better communication skills can increase your value to a
company:

= Writing. Clear, effective writing can save organizations hundreds of thousands of dollars, while
ineffective communication can cost time and money.

= Listening and speaking confidently. Productivity increases when you effectively listen to customers’
needs, answer questions efficiently, communicate solutions to problems, and collaborate well with
team members.

= Developing a communication strategy. Companies that are highly effective at communicating also
experience greater employee satisfaction, greater productivity, and greater investor confidence.

= Implementing social media. Social media includes web-based applications that are designed to
promote social interaction. Examples include LinkedIn, Facebook, YouTube, TikTok, X (formerly
Twitter), and Instagram.

CRITICAL THINKING QUESTION

Businesses use different social media tools for different purposes. Based on your knowledge of Facebook,
LinkedIn, YouTube, Instagram, and TikTok, how do you expect businesses would use each of these tools?

CRITICAL THINKING NOTE: Students’ answers will vary. Sample responses could indicate that businesses use
Facebook and/or Instagram to engage customers and build brand awareness, LinkedIn to recruit employees,
YouTube to provide training and education, and TikTok to provide product/service demonstrations and
content-based marketing by influencers.

DISCUSSION STARTER: How do good/effective communication skills contribute to being a “great” employee?

DISCUSSION STARTER: In jobs that require exceptional math skills, such as actuarial science, accounting,
finance, and business information systems, why do employers still demand strong communication skills?

TO PRACTICE THE CONTENT IN THIS SECTION, ASSIGN KEY CONCEPT EXERCISE:
5 Communication skills will contribute to your company’s success, p. 30

Chapter 1 | Copyright © 2025 Pearson Education, Inc. Page |1-11

Solutions Manual for Business Communication 5th Shwom


https://textbooktestbanks.com/products/9780138162023-solutions

Communication skills will contribute to your toL2

Communication skills will contribute to your personal P
success, p. 9 :

TEACHING TIP: All students have some strengths as communicators. You
can begin this section by asking students to do a self-assessment. Where
do they believe they are strong? Where are they weak? What is the
evidence to support their self-assessments?

Communication skills may improve your salary, p. 9

= “The one easy way to become worth 50% more than you are now—at least—is to hone your
communication skills—both written and verbal.” (Warren Buffett, legendary billionaire)

= If you use your communication skills to negotiate your first salary, your future raises (as a percentage
of your salary) are likely to be higher throughout your career.

= Refined communication skills, in addition to technical knowledge, improve your likelihood of
consistent promotion.
Good communication skills can benefit your personal life, p. 9
= Persuade a sales representative to give you a better price for a product or service.
= Listen effectively to negotiate or prevent an argument with a friend or family member.
= Advocate for yourself if you feel you are being discriminated against.

Studying business communication and practicing your skills will generate a positive return on your
investment of time and energy, both for your professional career and your personal life.

TO PRACTICE THE CONTENT IN THIS SECTION, ASSIGN KEY CONCEPT EXERCISE:
6 Communication skills will contribute to your own success, p. 31
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What ch istics will help you

What characteristics will help you e —
communicate effectively? p. 10 ‘

LO 1.3 Explain why it is important for communicators
to be strategic, professional, and adaptable.

@i R 1 R e, o g e

As you continue to polish your professional presence, consider your current skills and abilities. Think about
your core abilities: writing, speaking, listening, and interpersonal communication. The best business
communicators—those who have real presence, are able to connect with other people, and successfully deal
with communication challenges—share the specific characteristics illustrated in FIGURE 1.4 on p. 10.

FIGURE 1.4 Characteristics of Effective Business Communicators

JGEBkEnd lragesGatty Images
Aawpixel.com/Shutterstock.
And my_Fo porefShutle siock

Being strategic, p. 10 s s

The best communicators have a communication strategy—a plan for
what and how to communicate to ensure that their message achievesits ‘...
purpose, which is the reason they are communicating. gt —

- Wit i a
‘e, presentation, reprt o s combination of melurm options?

effectecly sapaartie?

Strategic communicators are always making decisions, asking
themselves these questions:

=  What do | want to accomplish with this communication? What is my goal?
= Who is my audience? With whom should | communicate to accomplish my goal?
= What content will my audience need?

=  What medium will work best—a face-to-face meeting, an online meeting, an email, a presentation, a
report, or a combination of medium options?

= How can | frame and organize the message to state the main point and effectively support it?
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w13

Purposeful, p. 10 Purposeful

How to Write a Purposeful Email [FIGURE 1.5)

Business communieation involves more than self. BT
exprassion. It neads to be purposeful snd
canstructed to achieve an intended outcame.

Outcame

Business communication involves more than self-expression. It needs to
be purposeful and constructed to achieve an intended outcome.

CRITCAL THINKING QUEST
Students who are not used 1o wiiing proessi

Outcome—the result of your communication; what you want the e
recipients of your message to know, do, or feel about the subject of your m—
message.

s st meke he i o conposing hénias ey )

See FIGURE 1.5 on p. 11 for an example of how to write a purposeful email:
= Address a specific person.
= Use a clear, specific subject line.
= Use a formal salutation.
= Get to the point quickly.
= Ask a very specific question.

FIGURE 1.5 How to Write a Purposeful Email

INEFFECTIVE

chilengneering@pomals s Avoid broad, untargeted email addresses and

i = [ wvague subject lines.
fuid dynamics

Hellc. iy neime is Zock Kiamer, 'im an & studert teem marking an -
sereening ss1em that kssps sand aut of & fiver rieke (the Concord Fver, Avoid long paragraphs that force the reader
40 be ewact], Our ourrent piokiem now s that the wetsr Joaks ke chosalste. —7———— L

TRCa R i s g W R o 1o e BT N i to hunt for your paint,

af the fivar sarcs through the halss of tha deap intsks, Smating 8

ride the intake because of the cementng, problems with fitraticng, and
abwisusly unclean water. O behalf of aurTeam, we ars lcking for
samebady inthe ohil engneering depatmant with same exparience in that Avoid unclear questions that require extra
srewho can anlighten us with scone aast idass ussd in Cther riers, o : s
perhapa rmcarmmend sama cf hisfher cwn deas ancfar itmtura, Couldyau steps—here, asking the recipient to forward
plenze f:lmar\'iw;’_ ail . the prafessces inyour daparimant ga that we your email on to someone elss

Zan get some help?

Thania EFFECTIVE
Zock

~ jonamith@paricla.eda

______———— Addressthe email to a specific
person rather than an entire depart:
. = MMERT 10 eNsSUre 8 response.

Recuest for Halp in Flud Dynamics —\___‘_1_“

Do Smith: | Use a clear, specific subject line to
alert the reader to the email's purpose.

Prefesace Janes, the faculty sshisce far Studerts for o Cleaner Envicmant,
supDestad that Cur desian teRm SONtaTTyCU BACRUSE yru AR a7 SCpert
Fuad dynomica. Dir club iz curmently designing e scrshing syatam for an Use a formal salutation (" Dear
intake valie on tha Coroar:

st and yaur wark oo pantices in reers PR }
et e ik, i g s sl Bt be sk Professor Smith ) whenwriing 1o
From pour sxpariae someane for the first time.
Walldyeu be wiling te mesti ith aFew membsre of aur fzam ferbeut 15

minutes Ixtar iz wask £ spask with us shaut tha Flow pattsmae of

suspended pertiles in riv=r wreterd Ifyau sre willing 2 mest with ua, please

Get to the point quickly to show
st ug know when wauld b 8 good tme foryau.

respect for your reader's tims, and
IFyou ar= pat eveizbies coukdycurescmmend sameces elaein your

departmant wha may ba sbie to hap us? keep sentences relatively short.

mﬂ",uu :};",’,‘,’;i’,’f“jﬂ::,:,:’v Froagin you T s Gevnor prpj: Ask avery specific question thatis
easy for the receiver to answer.

g:[‘: ﬁ"r"‘: Position the guestion in a visible

zack kramer@pertalasdy location, at the beginning of a
paragraph,

CRITICAL THINKING QUESTION

Students who are not used to writing professional emails sometimes make the mistake of composing them as
if they were text messages. What are some key elements of text messages that you should avoid in
professional emails?

CRITICAL THINKING NOTE: Possible answers include misspellings, incorrect punctuation, emoticons,

unstructured sentences and ideas, and improper greetings and closings.

TO PRACTICE THE CONTENT IN THIS SECTION, ASSIGN KEY CONCEPT EXERCISE:
7 Being strategic—Purposeful, p. 31
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Audience-Oriented, p. 11 MR

Good business communicators understand that their messages must
reach and influence their audience, which requires two complementary
skills:

1. Beinga good reader and listener
2. Composing messages that are easy to understand

Active Listening—a learned skill that requires you to attentively focus on the speaker’s communication,
interpret the meaning of the content, and respond with feedback to ensure understanding.

Unconscious Bias (also called Implicit Bias)—beliefs and attitudes that are outside of our conscious awareness
and control, often based on stereotypes and prejudices.

013

Think about meeting audience needs in two ways: S mmmm————

1. Make the message easy for your audience to understand to
increase the chances that people will accurately read or listen to
your message.

2. Provide the content that the audience needs or wants. If you
anticipate possible objections, you will increase the chances that e e
you will get the response you want.

See FIGURE 1.6 on p. 13 for an example of how to compose an audience-oriented business recommendation:
= Identify the purpose.

= Make your recommendation easy to find.

= Use headings, if applicable.

= Provide reasoning.

= End with next steps.

CRITICAL THINKING QUESTION

Although it is important to consider your audience’s potential questions and objections when you
communicate, you may not always know a lot about the people in your audience in advance. Imagine, for
example, that you are sending a business proposal to a new client you have never met before. How can you
learn more about your audience before writing the proposal?

CRITICAL THINKING NOTE: Possible answers: (1) talking to your audience in advance, in a telephone or face-to-
face meeting, if possible; (2) talking to people who know your audience; (3) talking to people similar to your
audience; and (4) imagining your audience and brainstorming their possible reactions.

TO PRACTICE THE CONTENT IN THIS SECTION, ASSIGN KEY CONCEPT EXERCISE:
8 Being strategic—Audience-oriented, p. 31
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What characteristics will help you communicate affecthvely?

FIGURE 1.6 How to Compose an Audience-Oriented Business Recommendation

INEFFECTIVE

o | Mett Leanard
B !
e B ] i
—— ket Zantd Systére Blood Pressurs Monitar
Hello, Mam:

SEnE Sys0ema has Suprassed INerest N pankipatng n the menufacurs of our new home
biocd pressure monhor in France, On my rscant mp 1o Euraps, | had he cpponunity of
dizcussing his wih George Bonet of cur French subsldiany. The slustion In France & hat
TEGEWEUDH will 15ka LFI“'EI'UE of 12-18 months uriess SWTE|U{H|ESEH'I'IW'I'I'E'ILHE-1LIHI1E can
noCurwihin Frence. If some assambly process could accur st Senté, Georps projecis that
registradon could ba accomplishad within Sk monthz. CUFrenty, w0 COMpaTions, Acme and
Gloiics, ana prassing for largs-5cals BUDmarsd [ograms of SIS ISchnolgy. Cur French
subsidEny hies @ number of San0é units ot on tial i, which hava been wel recsived bt
turther aciviny will be extemaly dificul pendre regisratan. Could | &sk yau and your pecpla
1o IrvesTiass The possiblity of providing Sane with perrs, which they can szsambla-end
INCOMErEE Int kocaly produced fnal pacdeping? Gearpe wil ba forwarding ro Sana shour 26

3 COMpIETa MAaniicr, We can ©st i end make 3 decklon, Ge0nge projecis firsyyear salas of
52h & blood preszura manitor In France ro be Detwean &000-10,000 unhs.

| am enclosing 1or y oL EXaminaton 8 Mock-up monhor praduced by Sama. Pleasa keap me
Informad of progress as e s¢aluaton continuss,

sarz of parts hal Sante canuse tr davalop an sssambhy precadura. Onca they hava essambled

Avoid generic subject lines
that do-not convey the purpose
of the communication,

Avoid long, unbroken paragraphs,
which foroe your audience to look
for information that is important to
them. Instead, compose your
message with the audience’s
rieeds-in mind.

Avoid mixing together
recommendations, requests, and
justifications for your proposals.
Structure a coherent, welk
organized proposal that leads

your reader through your
recommendations, rationales,

and next steps,

as5emble ssveral 1251 unns for us.

Bazad an this convarsaton, | recomimend therwe svaluss 1he possibilty of Santd's pariidparon by alowing them o

Bestregards,
Chis
Te
Matt Leonard
E. C
T i =
e o - — - Identify the purpose
SULE Recormmendation to Bvaluate Partnarsth with Santé Systéme — of the messags in tha
subject line.
Hello, Mait
O Ty recent mp 1o EUrops, | menwkh Georpe Bonetal aur Franch subsidiany 10 discuss @ parmenship wit Same Syseéme oo
maritactring our news home bicod pressuns monhoes in France, | 8m wiiing 10 get your approval on 8 recommendad plan and Make yaur
[0 Propase MEn Saps.: .
recommendation
Recommendation easy to find.

Rationale for Working with Santé

Mext Steps
Will you pleass:
maks & decksion.

and confirm st (115 accapable.

Best ragards,
chis
ahrls. dierd@nimscn com

* \Working whh Santéwill substantially speed the process of getting the product on the market in France,
REQSTAON in Frands Wil tHe 12710 18 monms IFEsSemily 000Urs I mie United SEss. If S55emoly 18685 paca N France
reqisradon wil take oy 5k monms. Our Franch subskieny Nas anumier of maniors outon T now, The unhs hade been
well recaled. butwewl hava difioulty growing sdes unil ta produo IS reglserad

* Working with Santé, we may be able to beat our compethors t0 market. Cur campediors, Acme and
Glabios, are pressing for iarge-scale praduciion programs of similar schrclogy.

» Getting to market quickly will allow us to capture a share of & substantial market,
George projects firskyaar 5885 of 2Uch 8 monior In France 10 be berwesan 8,000 and 10,000 unls;

» Imvestigate the possibliity of providing Santé with components that they can assemble and Incorporate Into
locally produced final packages. Gacrgew il be forwarding 1o Samé about 25 sets of parts 10 use o devalop an
Fsambly. procedune, Wa can men [1) 185Ta protoype anan inhouse maching £ undersand s perfarmanca and (21

» Examine the enclosed mock-up kit produced by Santé, which demanstranas thelr proposed ook of the product

Plagze BT Mma know by Febinuary 25 If you sndclpams any probiems wih the procsdure.

Use headings to
outline the
arganization.

Provide reasoning
that your audience

End with next

points,

will find compelling.

steps listed in bullet
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Persuasive, p. 14

When you want to influence people’s thoughts or actions, your message needs to be persuasive.

Persuasion is the process of influencing an audience to agree with your point of view, accept your
recommendation, grant your request, or change their beliefs or actions in a way that facilitates a desired
outcome.

Being persuasive requires you to think about the topic from your audience’s point of view:
=  What benefits do you offer?

=  What audience objections do you need to address?

=  What reasons and factual evidence support your claim?

See FIGURE 1.7 on p. 15 for an example of how to compose a persuasive letter:
= Begin with a clear purpose.
= Focus on benefits.
= Respond to objections.
= Anticipate and respond to potential objections.

»  Use the closing to emphasize next steps.

CRITICAL THINKING QUESTION

Imagine that you are trying to persuade a teammate to agree with an idea for a presentation, and the
teammate accuses you of being manipulative—trying to influence someone for your own advantage. What is
the difference between being persuasive and being manipulative?

CRITICAL THINKING NOTE: Persuasion looks at something from your audience’s point of view and outlines the
benefits to the audience with clear supporting reasons and evidence, while manipulation serves only one
person—you. For example, manipulation includes making people do something that they don't want to do,
making people believe a lie so they will do things your way, and making people feel inadequate unless they
agree with you.

TO PRACTICE THE CONTENT IN THIS SECTION, ASSIGN KEY CONCEPT EXERCISE:
9 Being strategic—Purposeful, p. 31
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FIGURE 1.7 How to Compose a Persuasive Letter

letter

MaxiWEB

2929 Avenue of the West, Houston, TX 77002
June 25, 200X

Mr. Will Jehnson
SaveOnCrafts

1349 Lothrop Street
Topeka, K5 88805

Diear Mr. Johnson:

Begin with a

Thank you for meeting with me last week to discuss changing your web hosting company from clear purpose.

your current provider to MaxiWeb. Wa believe that MaxiWeab will offar you two important

banafits.
The first benefit is reliability. With our integrated backup systams, we average only five minutes  ——— )
of outage time per month. According to an independant survey published in E~Commerce Focus on benefits.
Today, your current provider loses connectivity at least once per day. | have enclosed an article Present them in
fram E-Commerce Today that provides a method for estimating what this amount of down timea separate, clear
may be costing your company in lost sales. paragraphs to
— make them easier
The second benefit is responsiveness and custormer service. MaxiVeb has the highest customer to see and provide
=anica rating in the industry. Unlike marmy other providers, we offer 24-hour telephone support support for claims.
frorm our home office in Houston, Cur average tirme for resalving problems is less than 20
minutes.
| Respond to
At our mesting, you expressed concam that MaxiWeb may cost mere per month thanyour ——————— objections your
current service from Interflex. As an attachmeant 1o this letter, e included a detailed cormparison audience has
between MaxiVeb's flat fee, which includes all services, and Interflex's fae structure, which reguires previousty raised.
you to pay for each service separately. By the time you add up all the extra services you neead, | think .
you will find that Intarflex's yearly costis 10% rmore than our flat fes, Anticipate and
respond to
Only 5 fow days are nacessary 1o st up and tast your site. We will be glad to coordinate that | potential
work with your IT department. In more than 95% of cases, the actual transfer is 2o quick objections
and seamless that you will nat lose even one sale from your site. your audience
may raise.

Twill call you next waak to see if you have any additional quastions. We are ready to bagin the ———— Use the closing
transfer process as soon as you authorize it. to emphasize

) next steps and to
Sincaraly, make it easy for

your reader to

M?ﬂl@ﬁ implement the

change you are
Fran Patera proposing.
Director of Sales

Enclosures

DISCUSSION STARTER: Consider communication with friends, family, co-workers, supervisors, and/or teachers.
Do you use different approaches with each group? Provide an example of a time when you communicated
strategically with a specific audience.
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Being professional, p. 14 Being professions

Profe:

The 2022 survey conducted by the National Association of Colleges and
Employers identified professionalism as one of the characteristics most
important in a new hire. Professionalism generally refers to the qualities
that make you appear businesslike and allow you to be effective within
the culture of your workplace.

Communicate effectively and appropriately, and always finding a way to be productive. Employers
want new workers to be responsible, ethical, and team-oriented, and to possess strong
communication, interpersonal, and problem-solving skills. Wrap these all together, and you’ve got
professionalism. (U.S. Department of Labor)
Three characteristics contribute to professionalism:
1. Being appropriate to the situation

2. Being clear and concise

3. Being ethical
DISCUSSION STARTER: A person’s professionalism is often judged based on whether a document is spell-
checked and free of grammatical errors. Do you believe this is a fair basis for making a judgment?

NOTE: Minor errors may indicate a person is not careful, is not concerned with the professionalism of their
work, and is not resourceful enough to find a way to get the errors corrected.
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Appropriate to the situation, p. 14 Approprise ot St o

Business etiquette is an agreed-upon set of rules for communication that
reflect respect for others and help create a healthy work environment.

Different situs require different behaviors, -
Different situations require different behaviors.

Professionalism is as important in writing as it is in speaking:

Be professional in your work messages without being overly formal.

FIGURE 1.8 (p. 16) is unprofessional, whereas FIGURE 1.9 (p. 16) is appropriate for work.

FIGURE 1.8 Unprofessional Slack Message to Team

Jason

hey guys, i hope you didn't get wasted
last night bc we gotta pull an all-nighter
to get that project done by 8 AM or
were dead, I'll order pizza—what should
| get

FIGURE 1.9 More Professional Slack Message to Team

Jason
Hi John, Deepa, and Elaine: It looks as

if we will have to work late tonight to
meet the 8 AM deadline. I'll order pizza
for us—any requests?

TO PRACTICE THE CONTENT IN THIS SECTION, ASSIGN KEY CONCEPT EXERCISE:
10 Being Professional—Appropriate, p. 31-32
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See FIGURE 1.10 on p.17 for an example of how to convey professionalism in an email:
= Address emails to specific recipients.
= Use headings and paragraphs.
= Use bullets, if applicable.
= End with a complimentary closing.

= Sign all emails with a signature block.

What charactaristics will help you communicata effectively? 17

FIGURE 1.10 Howto Convey Professionalism in an Email
INEFFECTIVE

" ':% aﬁ“”kw“""‘ i Ln]InO H:
R:h’“' e L e e L

LT S SR

Avoid informal elements
such as vague grestings,
exclamation points, and
emoticons in business
messages.

Hella Alll1, &

Here?s the iztest an the e Gide Hacksy Sty

So far, we'ws completad 26 intervisws (8 NHL pros) in 4 cities. Bezauze

e weere't eble ta sscurs mere professianals for the intarviews an such Avoid a single, long
shar racritment Gmeling we've dacided 10 supplsmant the rasearch

with ® edditinelNHL pleyer teleghine intandsws. Tody, | wil send ot paragraph, which showvs a

irteitas farisizing 1a e taisphcns interdews an Man. aod Tuss. IF1be —— Jack of forethought and

ALMOST LIEE an arvsite reaserch siustian n that yau il e sle 1= sen LG

im *nctas” 1o the madarmce far addiicnal probes ar quastians durng the organization.

irtervima. Tan bad thought the call fiself wil ba forliztening coly, 50 aur

sice af the phane fine wil be muted. IFyau g hae fcilow up questicns :

for the mcderator, we can noty the * canferenze cal st £ pasa the Avoid typos. A carslessly
uestian slong 1o 1he madersicr. Thees are o imited number 7 phanelines — COMposed business

3 2

for the celly, sc pelase plen cn istening 1= the Fizryimws in the canferenze i i

roams notsd o tha inviiaticrs. Do not try-calling from your iwidual message is unprofessional

affices!! i 2m enaching sn Intarim Tcgine Repart of the ressarch sa for,

= EFFECTIVE

T g fexteting, ey
x i peige.
B com; gewin,

foret
o

Sabgant, NHL Intervisves far Glids Imege Study

Tl Mmrmbers of tha lca Gl Hocksy Skates Marketing Team:

Wie are planning 1o do six i=lephens inberviews with NHL professionals 25 par of the ke Giids imag= Study.
“You will b= shiz ta listen in an these cells,

Address emails to

| specific recipients,

Use headings and
hs to provide

Current Simation
Sofar weve complaned 26 ireparsan imranviswrs [ ofwhich werewitn NHL prafssncnalal in thrae cides.
Beause we wers rat okle 1o secure mare NHL professianels for the intervisws an auch a shart meiiment
timeline, we've decided i supplement the reaearch with six sddiicnsl NHL player tslephane inierazws.

Invitations and Dates for Interviews

Taday, lwill sand iwitsfians for Fatening fo the ielsphore rsrvisers; whichwill azour an Mandsy and
Tussdmy INowamiber 16 and 18,

Ground Rles for Listening In

« Tres cal wil b for lstering orly. Our mide of the phene e will be muned.

@ Mhuzh fice an oresivs res=wch situstion, youwil ke shis 1o sand “notas” tothe mederstor for sddiiansl
prakes oe quasticns during the interview, IFyau da heve follavup quasticons for tha medartar, we zan

= Thars er2a fmited amiber af phen inss for the calls, sa pleass plen 1o listen fa the ntenizwsin the
‘canterencs raoms neied an fhe ritstions. Do net try calling from your individual offices.

| arnattaching = Intsrim Topline Aepart of the research 0 far

nictity e *corfarence cal hast® 12 pass dltng the qustticns ie the madsraicr, =

clear organization and
content

Proofread to ensure
proper spelling,
capitalization, and
punctuation.

Use bullets to make
itemns easy to scan.

End \rour email with a
y closing

Aeaeids
b

Acbrt Perker
Serier Marksting Manager
Matric Markzting Inc,

10 project & professional

image.

Slgn all emails with a
ture block that

Columbus, Ohic 43085
e Mstrolarbating sam

0: 614, 555.23a%

Fof14.566 2000

CRITICAL THINKING QUESTION

identifies you, your
position, and your
contact information.

Some people argue that using emojis in business emails is unprofessional. Others say that emojis are useful
because they help the audience interpret the writer’s intention more effectively. Would you choose to use
emojis in your business email? Explain why or why not. Provide evidence or reasoning to support your
decision.

CRITICAL THINKING NOTE: Students’ answers will vary based on their personal experiences. Emoticons are
generally not suitable in business emails, especially more formal ones. However, they may be acceptable when
communicating with close friends or peers. Emoticons are best avoided when the writer does not know the
audience well enough to depend on a positive response.
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e 013
Clear and concise

Clear and concise, p. 16

eople vsiue clarity and
bot

In business, people value clarity and conciseness in both written and
spoken communication.

Clarity is the quality of being unambiguous and easy to understand.

Conciseness means using no more words than necessary for a message to accomplish its purpose.

See FIGURE 1.11 on p. 18 for an example of revising wordy Slack messages to make them more concise.

18 Chapter 1 | Developing Your Professional Prasenca

FIGURE 1.11 How to Write a Concise Slack Message

MORE CONCISE

#zales-team » Jal Sud
schannel (1 s f tis due this

n Jal Sud & ar a final draft?
anart is due this

on a final draft
Mote that Kathering's
maore concise answers
T T are-gudience-crented.
|r|I|L|..B"L h"':_“h p They directly answer

" { vou provid Jai's questions and avoid
long explanations and
excuses that will not be

Katheri

helpful toJai,
@ Katherine Brichacek
_ - Unfarty
i YO pr £ e
ed project timaline by er
Katherine Brichacek
won't be able to st
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How to Compose a Message That is Clear and Concise
(FIGURE 1.12, p. 18)

How to Compose a Voice Message That is Clear and Concise (FIGURE 1.12)

WL Abriad, This s Dan,

INEFFECTIVE EFFECTIVE

013

FIGURE 1.12 How to Compose a Voicemail Mezsage That |s Clear and Concise

UNCLEAR ANDWORDY

Hi, Ahrmad. This is Don. The mesting yester

day went on for two hours afteryou left and
there was a lot of discussion about the new
pricing systerm and how itwill affect our sales
and marketing campaign. Mo one could realky
agres about what the impactwill b=, which isn't
surpriging gince we didm't have your charts to
rewiew, and we never agree about amything fght

CLEAR AND CONCISE

Hi, Ahmad. This iz Don. |'m sorny we didn't
have a chance to discuzs your sales projections
at the meeting yesterday. We've scheduled a
new meeting to discuss them at 2 pv on Friday.
Could you let me know ifyou are available to
attend? |f not, please get the sales projections
to Micah by noon on Friday so they can be pre-
sented at the meeting. Thanks.

away, 20 we decided to hold anocther meeting on
Friday, which you are welcome to come to but
wyou dor't really have to. But what we do need
from you are the sales projections for the four
regions, which you never got a chance 1o pres-
entyesterday. Can you get thoze to Micah by
Friday morning? Also, if yvou don't plan to come
and there's anything elze you want us to discuss,
let me know.

IN-CLASS ACTIVITY: Display a poorly written email, perhaps from a former student (removing the identity),
that demonstrates poor format, spelling, or grammar. Discuss the nonverbal message the email
communicates. If you like, ask students to rewrite the email message.

DISCUSSION STARTER: How might someone communicate unethically during a job search? What are the risks
of this unethical behavior?

TO PRACTICE THE CONTENT IN THIS SECTION, ASSIGN KEY CONCEPT EXERCISE:
11 Being Professional—Clear and concise, p. 32
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Spotlight Feature

a SPOTLIGHT ON RESEARCH AND THEORY
PROFESSIONALISM

The: term s s & sty of Rarmiul i covert mésnings; Studieg hay
and speak

The term “professionalism” has a history of harmful connotations and - e o
covert meanings. Studies have explored how calls to appear and speak
more professionally can marginalize employees based on race, religion,
gender identity and expression, sexual orientation, and disability.

SPOTLIGHT ON RESEARCH & THEORY, p. 19

. and chability.

texts, oftes to avoid negative culturol and racial

Asyoud itis important

CRITICAL THINKING QUESTION
Chenging vty

T e )
g

o35 408, 04,64 3 e S .4 S

Code-switching is adapting behavior or language in different social contexts, often to avoid negative cultural
and racial stereotypes.

As you define your professional presence, it is important to critically assess your understanding of
“professionalism.”

What characteristics will help you communicate effactively? 19
SPOTLIGHT ON RESEARCH & THEORY
PROFESSIONALISM
In this chapter, you have been learning about professional As you define your professional presence, it Is important to
communication and professional presence. The term “profes- critically assess your understanding of “professionalism.” Reflect
sionalism,” however, has a history of harmful connotations on these questions:
and covert meanings. Scholars working in business diversity, »  What do you think makes a deeper impression in an
workplace psychology, ind communication studies have interview, someone's cutfit or past work experience? Why?
explored how “professionalism™—or calls to appear and speak . x
: 3 i = How might you respond if you owerheard colleagues
more professionally—can marginalize employees based on : ; i
: e s ! 7 insulting a coworker's hairstyle or appearance?
race, religion, gender identity and expression, sexual orienta- i A -
tion, and disability. = What aspects of “professionalism” do you think are valuable
Hairstyles, hair and head coverings, skirt lengths, in the workplace? Which are harmful?
make-up, and use of adaptive technologies can be workplace = Arethere aspects of your own desired professional presence
topics of concern and gossip and even lead to reprimand and that may conflict with concepts of professionalism? If you
dismissal. For example, a recent article in the Joumal of Business face such a conflict at work, how doyou intend to add ress it?
Diversity exarnines how Black women working in different « How doyou intend to address bias or stereotypes that might
Endustrfes style their hair for work.* The authors found that in come up for you when considering “professionialism*?
industries where Black women are greatly underrepresented If you are interested in reading more about professionalism,
and dress codes are more formal, such as law, those women are Sl T e
more likely to alter or hide their natural hairstyle to gain and Ym;sd']:ol's b SEE.TE':Ch ejn P &
maintain employment. This type of code-switching—that you . ra.r)r E R .
is, adapting behavior or language in different social contexts, professional identity Ea ideal projessionalism, impression
often to avoid nepative cultural and racial sterectypes—takes management, and code-switching.
a big emotional toll on people, affecting their self-perception *Karl, K, Pelucheste, |V, & Dawson, G. (2022). Why so much ado sbour a
and their performance at work.” In technology, where norms hairde? Examining how the hair choices of Black women vary by occupation.
around workplace attire are sometimes more informal, Black Jourua! of Busiress Diversity, 22(1), 10-22.
women are less likely to alter their natural hair—though they "McCluney, €. L., Robotham, K., Lee, 5., Smith, R, & Durkee, M. (2019,
still reported feeling like they weren't accepted fully by their November 15). The costs of code-switching. Harvrd Business Review.
colleagues and managers. hittps:jfhbriorgf2012/11fthecosts-of~cod eswitching
CRITICAL THINKING QUESTION
Changing writing style to be appropriate for work is a type of code-switching. Do you think this type of code-
switching takes the same type of emotional toll on a worker as changing hair style to avoid negative racial
stereotyping? Why or why not?
CRITICAL THINKING NOTE: Students’ answers will vary based on their personal experiences.
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Ethical, p. 19 Ethical .

As a professional, you are likely to face a number of ethical dilemmas
that are difficult to resolve—and as the survey by the American
Association of Colleges and Universities (AAC&U) indicates, employers
believe that recent graduates are not well prepared to resolve them.

CRITICAL THINKING QUESTION

s

Ethical dilemmas are situations in which there is a conflict between two sets of values and there is no one
clear answer.

Ethics are the principles you use to guide decision making, leading you to do the right thing. However, the right
thing is not always immediately obvious, and making a decision that violates ethical standards may pose a risk
to your career, your colleagues, your customers, or your company. Being ethical means telling the truth, taking
responsibility for your actions, and imagining the impact of your actions on others.

Being ethical means ...
= Telling the truth.
= Taking responsibility for your actions.
= Imagining the impact of your actions on others.

CRITICAL THINKING QUESTION

Many companies publish well-considered codes of behavior and ethics to guide employees and to reassure
investors. One such company in the fashion industry is Lululemon, which publishes both a Global Code of
Business Conduct and Ethics and a vendor code of ethics to communicate the ethical requirements for its
suppliers. Despite these statements, some critics argue that Lululemon is not ethical enough. Read Lululemon’s
published codes and the criticisms. What is your assessment of the company’s ethics? If you were working for
this company, would you have concerns about its business conduct and ethics, or would you be proud of it?

CRITICAL THINKING NOTE: Students’ answers will vary based on their perceptions of Lululemon’s published
codes and the criticisms. To use this prompt as an in-class activity or discussion forum, assign the question
ahead of time to give students a few days to find the content, study the information, and reflect on whether
they would have concerns or be proud of Lululemon’s business conduct and ethics.

DISCUSSION STARTER: Assume that your supervisor asked you to lie to a customer in an email about why a
shipment is delayed. Would it be unethical for you to write the email if you believe it is wrong to lie?
Conversely, would it be unethical for you to refuse to write the email if you believe you have a responsibility to
your employer? How would you resolve this issue?

NOTE: In general, it is unethical to lie. To resolve the situation, discuss your options with your supervisor to
find a mutually acceptable version of the truth. For example, you may choose not to explain that the shipment
is late because you forgot to submit the order. Instead, you could truthfully provide a revised delivery date and
a sincere apology.

TO PRACTICE THE CONTENT IN THIS SECTION, ASSIGN KEY CONCEPT EXERCISE:
12 Being professional—Ethical, p. 32
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Being adaptable, p. 21 Beingadaptabe

The business world evolves continually, requiring you to
adapt both as an employee and as a communicater.

The business world evolves continually, requiring you to adapt both as
an employee and as a communicator.

It is impossible to predict how business will change in the future and how
communication will change as a result. Only one thing is certain—more
change will come, and as a business communicator, you must learn to adapt to ...

= new technologies,
= colleagues and customers from varied backgrounds, and
= new ways of working with others.
DISCUSSION STARTER: Explain how and why being professional and adaptable contribute to a communicator’s

ability to be purposeful, audience-oriented, and persuasive. [Note: Students should use the characteristics in
this section to support their response.]
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Current with technology and social media, p. 22 Ay e S

Technology changes quickly. Being an effective business communicator
requires that you learn and take advantage of new communication
technologies as they arise. To take the best advantage of technology,
communicators continually need to address three questions:

1. What is the most suitable technology for the task?
2. How can | avoid the technology traps that hinder effective communication?
3. How can | adapt new technology to business use?

Choose the best technology for the task. Often, no choice is perfect, so you will need to make thoughtful
decisions.

Avoid technology traps. As a good communicator, you don’t need to be an expert at all technologies, but you
do need to think about the implications of your technology choices and use your options wisely.

Adapt familiar technology to business use. Businesses must use social media differently than individuals do
because businesses have distinct outreach and communication goals, such as ...

= reaching customers,

= providing customer support and education,

= finding new employees through social recruiting, and

= engaging existing employees and improving productivity.

Augmented reality is an interactive technology that combines the real world and computer-generated
content.

Brand ambassadors are people authorized by a company to bring positive attention to a brand on social
media, helping increase brand awareness and sales.

Goodwill is the positive relationship between you (or your company) and the audience.

DISCUSSION STARTER: Technological developments provide many ways to send and receive messages. Have
these tools made the communicator’s job easier or more difficult?

TO PRACTICE THE CONTENT IN THIS SECTION, ASSIGN KEY CONCEPT EXERCISE:
13 Being adaptable—Current with technology, p. 32

TO PRACTICE THE CONTENT IN THIS SECTION, ASSIGN KEY CONCEPT EXERCISE:
14 Being adaptable—Current with social media, p. 32
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1013

Able to thrive in a diverse workforce, p. 24 Able to hrive ina diverse workforce

Workplaces are becoming increasingly diverse, bringing together people
from different generations, countries, cultures, backgrounds, and
abilities. Although these differences create a collective wealth of
knowledge and breadth of perspectives, they also can make
communication challenging. Bridging these differences requires self-
awareness, respect, and patience.

CRITICAL THINKING QUESTION
o o

Orn o o 252 290 2 vy s . 3 g e

Culture is the learned and shared attitudes, values, and behaviors that characterize a group of people.

=  While some generalizations can be made about the connection between culture and communication, it
is important to consider the specific context of your communication situation.

= Increasing your awareness of cultural differences and keeping an open dialogue with your colleagues
will help you embrace cultural differences, adapt accordingly, and communicate professionalism and
respect.

CRITICAL THINKING QUESTION

Cross-cultural communication requires you to use clear language. What are some of the other challenges of
communicating across cultures?

CRITICAL THINKING NOTE: Students’ answers will vary; possible answers include (1) not understanding others’
language, (2) accidentally showing disrespect or disregard, (3) addressing others with inappropriate levels of
informality, and (4) misinterpreting nonverbal communication or inadvertently communicating something
nonverbally.

TO PRACTICE THE CONTENT IN THIS SECTION, ASSIGN KEY CONCEPT EXERCISE:
16 Being adaptable—Able to thrive in a diverse workplace, p. 32
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1013

Collaborative, p. 25 e

Collaboration is the process of working with others to achieve a
common goal. In business, although you will routinely communicate as
an individual, many of your projects will be team-based because they are
too big to be completed by just one person, making collaboration crucial
in the workplace.

Being collaborative requires you to:
= Adapt to the working styles of many different people
= Coordinate work among team members
= Determine how and when to share information with each other
= Evaluate options and, when needed, compromise
= Manage conflicts
= Negotiate agreements

CRITICAL THINKING QUESTION

Imagine that you have been asked to collaborate on a project with a colleague whose work style is very
different from yours. For example, you like to plan carefully and follow a schedule, whereas your colleague is
spontaneous. You like to write thorough drafts that require only minimal revision, whereas your colleague likes
to write incomplete drafts and revise heavily later. Based on these differences, you think it would be more
efficient and cost-effective for the company to have you work on this project by yourself. Should you make
that argument to your supervisor? What might be the benefits of collaborating? What are the drawbacks?

CRITICAL THINKING NOTE: Benefits of collaboration include (1) multiple points of view and talents that may
lead to an improved final product and (2) division of labor that allows for sharper focus on specific areas.
Drawbacks include time-consuming conflict management and negotiation. Typically, the benefits of
collaboration outweigh the drawbacks.

DISCUSSION STARTER: How is workplace collaboration (or teamwork) similar to or different from teamwork in
school?

DISCUSSION STARTER: Imagine you have been asked to collaborate on a project with a colleague whose work
style is very different from yours. For example, you like to plan carefully and follow a schedule, whereas your
colleague is spontaneous. You like to write thorough drafts that require only minimal revision, while your
colleague likes to write incomplete drafts and revise heavily later. Based on these differences, you think it
would be more efficient and cost-effective for the company to have you work on this project by yourself.
Should you make that argument to your supervisor? What might be the benefits of collaborating? What are
the drawbacks?

NOTE: Benefits of collaboration include (1) multiple points of view and talents that may lead to an improved
final product and (2) division of labor that allows for sharper focus on specific areas. Drawbacks include time-
consuming conflict management and negotiation. Typically, the benefits of collaboration outweigh the
drawbacks.

TO PRACTICE THE CONTENT IN THIS SECTION, ASSIGN KEY CONCEPT EXERCISE:
15 Being adaptable—Collaborative, p. 32
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What other important career skills will this course help you develop?
i, communication helps you develop other valuable career skills.

What other important career skills will this ==z

course help you develop? p. 26
LO 1.4 Explain how studying communication helps w i @
you develop other valuable career skills. . )

@ P —

TEACHING TIP: Students may not immediately understand how skills such as ethical reasoning or collaboration
are connected to communication. Ask students to share their understanding of how the skills on the list are
related to each other, to communication, and to business success.

Communication is central to your success no matter what career you plan to pursue. Communication skills
top the list of what employers want, and you should take advantage of every opportunity to practice your
communication abilities, receive feedback, and polish your professional presence.

FIGURE 1.13 How This Course Will Help You Develop Important Thi Course Wil you Dol It Emleyity Sl
Employability Skills (p. 26) '

= Critical thinking—a disciplined approach to analyzing,
synthesizing, and evaluating information to guide actions and
decisions.

= Collaboration—the ability to work with others to achieve a
common goal.

FIGURE 1.13 How T

bily Skills
HOW YOU CAN PRACTICE IT INTHIS COURSE

e  Each chaptern this text includes questor

= Ethical reasoning—using a set of principles to guide thinking
and lead a person to do the right thing.

= Ability to apply knowledge in new situations—the ability to
learn a concept and then appropriately apply that knowledge
in another setting.

= Ability to use technology effectively—the ability to select and
use appropriate technology to accomplish a given task.

= Data literacy—the ability to access, assess, interpret,
manipulate, summarize, and communicate data.

DISCUSSION STARTER: How well has your classroom education prepared you for workplace challenges so far?
What insights have you gained from your work experience, and what do they contribute to your understanding
of classroom topics? Give examples from your own experience of the connections—and tensions—between
school and work.

IN-CLASS ACTIVITY: In small groups, have each student select a reason why employers value a particular skill
from Figure 1.13 and explain to their group why they agree or disagree with the reason given, providing an
example from their own experience.

TO PRACTICE THE CONTENT IN THIS SECTION, ASSIGN KEY CONCEPT EXERCISE:
17 Analyzing skills required for jobs, p. 33
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Ending Professional Presence @ Work

Professional Presence @ Work, p. 27

SYNCRONY: Ron Everett
Communication Is Never a Straight Line

SYNCHRONY™ PROFESSIONAL PRESENCE @ Work

Communication Is Never a Straight Line

Ron Everett is Senior Vice President of Eastemn U5, Servicing and Clobal
Deposits Bank Operations Leader at Synchrony, a Fortune 250 financial
services company.

Aor Everett

What communication advice do you have for new hires preparing to enter the workplace?

Be professional. One of the things that | see early on when people join a company is a lack of understanding
around how best to communicate. Sometimes it’s a little bit too familiar. We are a relationship company—we
want to get to a point where we are familiar, but it doesn’t happen immediately. People need to understand
who you are and what your brand is before you get too comfortable in the way that you communicate.

Ask questions. We're bringing you in knowing that you don’t know it all. I've been with this company for 17
years, and | still don’t know it all. | still have questions. You have to ask as many questions as you possibly can
while also demonstrating that you are learning from the answers to those questions.

Be intentional. You have to process incoming messages and really take the time to think about how to respond
to them. Whether you are responding or initiating the communication, you have to think about what you want
the results and outcomes to be.

DISCUSSION STARTER: This chapter recommends that communicators address potential audience objections.
Describe a communication scenario—either from your personal experience or a hypothetical business scenario
—where you expect the audience might have objections. What would the objections be, and how would you
address them?

NOTE: Answers will vary depending on the situations chosen. One way to frame potential objections is to base
them on past objections (for example, a client who has previously raised questions about monetary costs can
be expected to raise them again). Another is to extrapolate them from what is known about the audience’s
goals, values, and vulnerabilities. By anticipating objections and addressing them, either by reducing fears or
revealing unexpected benefits, the communicator demonstrates that they understand the audience’s needs.
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REVIEW QUESTIONS, p. 30

TEACHING TIP: Encourage students to answer the review questions without copying content from the chapter.
The responses below are verbatim from the chapter narrative to provide instructors with the complete
content. However, students’ answers should reflect their understanding of the content in their own words.

LO 1.1 Explain why communication is a complex process that is affected by context and requires more than
the delivery of messages.

What is professional presence?
A person’s professional presence is their ability to project competence, credibility, and confidence in their
communication. (p. 4)

What does it mean to encode and decode a message?
To encode is to translate the intended meaning into words, images, or actions. To decode is to interpret
the words, images, and actions of a message and attach meaning to them. (p. 5)

Identify three barriers to communication.
All possible answers include technical barriers, physiological barriers, psychological barriers, semantic
barriers, language barriers, and cultural barriers. (p. 5)

Identify three types of contexts that can influence communication.
Possible answers include physical context, psychological context, social context, relational context, and
cultural context. (p. 6)

LO 1.2 Identify the benefits of being an effective communicator while on the job market and throughout
your career.

In what ways can communication skills save money or make money for a business?

Clear communication can save money by streamlining operations and increasing efficiency. Clear
communication can also save money by preventing misunderstandings or reducing the need for customer
support. Clear communication can also make money by reaching more customers or improving
compliance. (pp. 8-9)

Define active listening.

Active listening involves more than just hearing what is said. Active listeners interpret what is being said
and check to make sure that their interpretation is correct. Active listening also includes attention to body
language and emotional cues to pick up nuances in what is being said and not said. (p. 12)

LO 1.3 Explain why it is important for communicators to be strategic, professional, and adaptable.

7.

Define culture. How does it influence communication?

Culture is made up of the learned and shared attitudes, values, and behaviors that characterize a group of

people. People from different cultures may have different approaches to communication, ascribe different
meanings to others’ words or actions, and make very different communication choices in similar situations.
Decisions that seem normal in one culture may be perceived as offensive in another. (pp. 24-25)
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8. How does being concise differ from simply reducing the length of your communication?
Short does not mean the same thing as concise. A message is concise when it uses no more words than
necessary to achieve its purpose. If a shortened message leaves out crucial information or confuses the
reader, it is not concise; it is merely short. (pp. 16-17)

9. How does business use of social media differ from personal use?
Businesses use social media strategically to accomplish different goals. Businesses focus on reaching,
supporting, and educating customers; recruiting employees; and strengthening employee satisfaction.
(pp. 23-24)

LO 1.4 Explain how studying communication helps you develop other valuable career skills.
10. Why are collaborative skills necessary in the workplace?

Most projects are too big to be accomplished by people working alone and require the coordinated effort
of large teams. (pp. 25-26)
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KEY CONCEPT EXERCISES

LO 1.1 Explain why communication is a complex process that is affected by context
and requires more than the delivery of messages.

1 Communication is a complex process, p. 30

Think of a personal or business experience when someone “decoded” your message incorrectly and
misinterpreted your meaning. Write a message to your instructor explaining the situation, the result, and
how you can prevent this issue in the future.

NOTE: A good answer will explain what the original message was intended to mean, what the audience
misunderstood, and why the audience misunderstood it.

2 Communication is affected by context, p. 30

Think of a personal or business situation when you tried to persuade someone with whom you have a personal
or business relationship. In that situation, how did the relational context affect your credibility? In other words,
was the person more or less likely to believe you based on their personal history with you? Write a message to
your instructor explaining the situation, the result, and how you can prevent this issue in the future.

NOTE: Answers will vary based on students’ experiences. A good answer will indicate that the student
understands the concept of relational context, can apply the concept to a communication situation, and can
develop their point with detailed and relevant examples.

3 Communication requires understanding yourself and others, p. 30

Think of a personal or business situation when you had a conversation with someone that resulted in a new
and shared understanding, different from what you originally intended to communicate. Write a message to
your instructor explaining the situation, the result, and how you can prevent this issue in the future.

NOTE: Answers will vary based on students’ experiences. A good answer will demonstrate that the student
understands the elements of the New Engagement Model of the Communication Process (see Figure 1.2 on p.
6), can use the model to explain a communication situation, and can develop their point with detailed and
relevant examples.
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LO 1.2 Identify the benefits of being an effective communicator while on the job
market and throughout your career.

4 Effective business communicators have a competitive edge in the job market, p. 30

Use an online job bank, such as Indeed or LinkedIn, to search for job advertisements related to your career
goals. How many of them include communication skills in their descriptions or requirements? Summarize your
findings in a one-page message to your instructor that outlines your career goals, two or three jobs you found,

and the communication skills they require.

NOTE: Answers will vary based on the job advertisements students find and their career goals.

5 Communication skills will contribute to your company’s and your own success, p. 30
Typically, when people think about business success, they think of financial success. In addition to making and
saving money, what other business benefits can result from employees’ effective communication? Write a

message to your instructor identifying and explaining at least two additional benefits.

NOTE: Answers will vary based on students' experiences.

6 Communication skills will contribute to your own success, p. 31

Applying your business communication skills outside of the workplace can be beneficial. Write a paragraph
explaining a situation where clear and persuasive communication can help you personally.

NOTE: Answers will vary based on students' experiences.
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LO 1.3 Explain why it is important for communicators to be strategic, professional,
and adaptable.

7 Being strategic—Purposeful, p. 31

Read the email that follows and identify its main purpose. Rewrite the subject line and the first sentence of the
email to make them clearer.

| Jewell Tripleman

Subject Staﬁ|ng
Jewell,

This branch of Expo Designs has not had the benefit of fulk-time
staffing anytime in the pastyear. Thereis no relief from continual
pressure due toalimitation of staff. Ananalysis of overtime during
the November/December time period provides a clear indication of
the inability of the company to enjoy full coverage of all the
required work during regular work hours. Additional help can be
usefully provided in purchasing, design, fabrication, assembly, and
shipping since we are understaffed in all areas. Aswe can set
aside no time for training right now, it is required thatall new
employees be experienced.

Alex Hu

NOTE: Possible answers include that the purpose of the email is either (1) to communicate to Jewell Tripleman
that the company must hire more employees, but they must be experienced, or (2) to propose a way to
eliminate excess overtime costs.

The subject line might be one of these: (1) Need for Additional Experienced Employees or (2) Proposal to
Eliminate Excess Overtime Costs.

The first sentence of the email might be one of these: (1) Because our overtime costs are excessive, we need to
hire additional, experienced employees immediately or (2) We can reduce our overtime costs and produce
better work on time if we make some strategic new hires in the next month.
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8 Being strategic—Audience-oriented, p. 31

When the U.S. government’s General Services
Administration (GSA) learned that a historic
building site was contaminated with pigeon
droppings, a staff member drafted the
announcement in the next column to warn
construction workers in historic buildings
about the dangers of working near this
potential biological hazard.

Imagine that you are asked to offer advice
about revising the announcement and
choosing a medium to inform workers of the
hazard. After reading the announcement, write
a message to your instructor recommending
(1) three changes to make it easier for the
audience to find the most important ideas, (2)
any additional information that the message
should include to address audience concerns,
and (3) the medium (or combination of
medium options) that you think will work best
to reach the audience. Be sure to justify your
recommendations.

NOTE: Answers may vary but should address all
three areas specified in the prompt.

Bulletin: Potential Biological Hazard

Background: During evaluations in a historic building that GSA
proposes to restore, a large accumulation of pigeon droppings was
discovered, which had collected through long habitation of the
birds. Samples of the droppings were collected and analyzed by the
Centers for Disease Control in Atlanta, Georgia.

Discussion: The CDC identified the droppings as containing a fungus
capable of causing very serious infection in humans. This fungus is
called " Cryptococcus Neoformans.” It attacks the lungs, central ner-
vous system, skin, eyes, liver, and joints and has a marked target of
the brain and meninges. It is contained in the accumulation of excre-
tion of birds and pigeons in old nesting areas and in soil contaminated
with bird and pigeon droppings.

Workers who work around or demolish bird and especially pigeon
habitations should use extreme caution due to the potential risk of
illness involved when disturbing accumulation prior to decontamina-
tion. Infection is primarily due to inhalation. Prevention is possible
by wearing appropriate facemasks and personal protective clothing.

Recommendation: If such an area is identified, do not disturb it.
Leave the area and report the finding immediately to your supervi-
sor. Supervisors will coordinate with Regional Accident and Fire
Prevention Branches for evaluation, preventive measures, and
decontamination action.

Further information: Avoid a suspected area until it has been
determined not hazardous.

Changes to make it easier to find the important ideas could include (1) providing a more specific title that
mentions pigeon droppings; (2) stating the main point of the poster at the beginning, instead of toward the
end; (3) using more informative headings in the message; and (4) gathering all the instructions into one

numbered list.

Additional information to provide to the workers could include (1) illustrations of recommended protective
gear; (2) the name of a specific person to notify when a contaminated area has been identified; and (3)

procedures for marking suspected areas.

Advantages and disadvantages of each medium could include the following. Personal meetings are time-
consuming and difficult to schedule but allow participants to ask questions and have concerns addressed
immediately. Teleconferences allow remote participation from experts (e.g., CDC officials) but depend on
technology. Email allows written warnings and information to be sent rapidly, but it is more difficult to verify
that the message has been received and understood. Posted announcements can be effective on-site
reminders but may be ignored or misconstrued. In this case, a combination of methods is probably necessary
both to make sure everyone has been contacted and to allow gaps or misunderstandings to be addressed.
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9 Being strategic—Persuasive, p. 31

You are the manager of a large supermarket that borders a residential neighborhood. A customer who lives
nearby comes into the store and says, “l am completely out of patience with the trucks that make deliveries to
your store. Deliveries start at 7 AM and end at 9 pm. Early in the morning and into the evening, trucks are
banging their trailers into the loading docks. And the engines! The drivers keep the trucks running while
they’re making deliveries. | can’t talk with friends in my yard because of all the noise of the trucks. And it’s not
just the noise. The trucks also block the alley, so | sometimes can’t get out of my garage to get to work in the
morning.”

To respond, you could just choose to explain the situation. Clear reasons exist for each of the behaviors that
the neighbor is complaining about:

= Local laws have set truck delivery hours from 7 AM to 9 PM. To accommodate all the deliveries,
management needs to spread them throughout the day.

= The engines are on in refrigerator trucks because they run the generators that keep food from spoiling.
= The trucks block the alley for only a short time while they are waiting for other trucks to leave. Drivers

politely move if they are asked.

However, suppose your main goal is to retain this “neighbor” as a customer and increase goodwill. In that case,
you may choose to respond in a way that is more persuasive. Brainstorm content to include in your response.
As you brainstorm, consider these persuasive techniques:

= Show that you understand your audience’s concern.
= Address the objections.

= Show the benefits to the audience.

As part of your brainstorming, think of possible solutions to the problem. If you mention possible solutions,
your response may be even more persuasive.

NOTE: Possible answers include: To show that you understand your audience’s concern, you can express
empathy with how challenging it is to share a narrow alley with truck drivers. To address objections, you may
need to concede that the trucks do make noise and occasionally block the alley. You can mention the benefit
of living so close to the grocery store and having fresh food always available. As a solution to the problem, you
can say that you will talk to the truck drivers and ask them not to block the alley and to turn off their engines at
all times, since the refrigeration units can maintain their temperature for hours.
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10 Being professional—Appropriate, p. 31

You work for HungerFighters United, a not-for-profit
organization dedicated to eradicating hunger in the m

United States. One of your colleagues, Sheryl Greene,

. December 14, 20XX
drafts a letter to a potential donor who has also A
expressed an interest in volunteering for your Ms. Anita Lawrence
L . 4949 Daily Drive
org.anlzatlon. Shery! glv‘es you a F:opy of the Iett.er to Cleveland. OH 44101
review before sending it. You think it sounds friendly,
but you wonder if Sheryl is projecting a sufficiently Dear Antta:
professional image of herself and HungerFighters. As mentioned in my voicernail to you today, | am enclosing
Identify at least five changes you would suggest that my card and other information thatyou might be interested in.
Sheryl make. | have been with HungerFighters United in the Detroit Office

since 1997 and have just moved to Development Director of
the Midwest Region . . . long title but the work is pretty much
the same except |'ve expanded from Detroit to 11 states and
am encouraged by the wonderful reception I've received

NOTE: Possible answers include:

(1) Begin by referencing the mutual acquaintance and especially by the powerful resources Midwesterners are
(Steve Cannon) rather than referencing a voicemail that sharing with the families we serve.
the audience will probably forget by the time she gets Steve Cannon mentioned thatyou might consider reaching
the letter. out to others inyour circle of friends. If you would like to
host a gathering in or around your area, that would be an
. ) ) idea.We have wonderful stories to tell, literature to share,
(2) Identify the main point of the letter early on. and handouts people can take home. Ora small group
in a restaurant or your home is also effective. At any rate,
(3) Focus less on introducing the writer and more on this serves as an introduction to our efforts and ideas on

introducing the organization, Hunger Fighters. expanding the help we need to end hunger.

| wish you andyours a wonderful holiday season and look

(4) Eliminate the run-on sentence in paragraph 2. forward to talking to you in the New Year.

Gratefully,
(5) Eliminate the colloquial tone of the letter. Sheryl Greene
Director of Development

(6) Be more specific and gracious about hosting a party

(rather than saying, “That would be an idea”).
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11 Being professional—Clear and concise, p. 32

Select a message you received, such as a letter from a company or an email from a colleague. Identify specific
content that can be revised to be clearer and more concise. Offer specific revisions based on the content
presented in the chapter.

NOTE: Answers will vary based on students’ experiences.

12 Being professional—Ethical, p. 32

Your supervisor is preparing a speech for the company’s CEO to distribute to shareholders. He asks you to read
the speech and provide feedback on how effective you think it will be. As you read the speech, you think you
recognize some of the points—and the wording—from a speech by a financial analyst you heard a few weeks
ago on C-SPAN. You fear that parts of your supervisor’s speech are plagiarized. You wonder if you should tell
him that you recognize some of that speech from another source, but you decide not to for two reasons. First,
if you tell your supervisor the speech sounds familiar, he may get angry or insulted. Second, the speech was
televised very late at night, so it’s unlikely that many people watched it. Evaluate the pros and cons of that
choice. Is your choice ethical?

NOTE: Possible pros of not telling your supervisor: (1) You reduce the risk of angering your supervisor; and (2)
by saying nothing, you avoid responsibility.

Possible cons of not telling your supervisor: (1) Your supervisor may be embarrassed later by someone else
who has seen the original speech; (2) your supervisor may be sued by the person who made the original
speech; and (3) you lose the opportunity to win your supervisor’s gratitude if he is copied inadvertently and
was unaware of the plagiarism.

It is more ethical to tell your supervisor than to pretend you were unaware. Your supervisor may be putting his
own and the company’s reputation at risk, and it is your ethical responsibility to try to prevent that from
happening. However, it is not necessary to accuse your supervisor of plagiarism. Instead, you can suggest that
he may want to revise his speech because it is so similar to the one on CNN that he may be accused of
plagiarism.
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13 Being adaptable—Current with technology, p. 32

During the COVID-19 pandemic, businesses very quickly learned to adapt to remote work and meetings, using
technology such as Zoom, WebEx, Teams, and Slack. As technology companies continue to innovate and look
to meet future needs, many are developing tools to support meeting in the metaverse through virtual reality
(VR) or augmented reality (AR). Search the web for two companies that are developing or offering tools for
AR/VR meetings. Write a message to your instructor explaining how the tools differ and which one you

would prefer to use for AR/VR meetings.

NOTE: Students’ responses will vary based on the companies they find and their technology preferences.

14 Being adaptable—Current with social media, p. 32

Choose a company that interests you, and search for it on Facebook, LinkedIn, YouTube, Instagram, TikTok,
and X (formerly Twitter). Based on what you find, write a message to your instructor explaining how the
company uses each social media tool, whether you believe the company uses each tool effectively, and why or
why not.

NOTE: Answers will vary based on the companies that students choose. Good answers will apply clear criteria
for effectiveness and offer detailed examples of the companies’ uses of social media.

15 Being adaptable—Collaborative, p. 32

You are working with a team of five colleagues to research and write a report recommending a new sales
strategy for your client. Because you are a very good writer, you are designated the lead writer on the project.
Everyone else is writing drafts—except for one colleague, Emma Lavigne. Emma, a data analyst, has recently
transferred to the United States from the Paris office, and she has had very little experience writing in English.
Your team thinks Emma is contributing quite a lot to the project with her quantitative analysis, which is strong.
Everyone is happy with the distribution of labor—except Emma. She transferred to the United States to
improve her written English, and now she finds she isn’t being given the opportunity. Fortunately, she confides
in you and tells you that she’d like to help with writing the report. How can Emma contribute in ways that will
help improve her English writing but will not compromise the quality of the final product? Think of two or
three ideas you can suggest to the team and to Emma.

NOTE: Possible answers include (1) writing early drafts and being an active part of the revision process; (2)
performing the statistical analysis and then drafting paragraphs that analyze the statistics; and (3) providing
feedback about the clarity of the report.
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16 Being adaptable—Able to thrive in a diverse workplace, p. 32

Reread Exercise 15. Assume that you suggested to Emma that she write one short section of the report, which
another teammate can then edit. Emma writes her part, and you provide feedback that the section is good and
just needs a little editing, which you volunteer to do. Emma is happy to hear that you liked the report and that
her business English is improving; however, when she sees your edits, Emma gasps. She asks you why you told
her it was good when it needed so much editing. You are shocked by her response. You have never had anyone
get upset with you for framing feedback positively. As you read more about French culture, you learn that the
French have a reputation for being very direct in their feedback and are less concerned with softening their
message. How could you handle the situation differently in the future? Would you want to adapt to Emma’s
preferred form of feedback? Would you teach Emma how to understand feedback styles common in the
United States?

NOTE: Possible answers include these: (1) Acknowledge how much you admire Emma for learning a new
language. (2) Praise the strong elements of Emma’s work before editing it. (3) Instead of editing on your own
and then showing Emma the edits, work collaboratively with her to edit the writing so she makes some of the
edits herself. (4) Show Emma how heavily other people have edited your work.
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LO 1.4 Explain how studying communication helps you develop other valuable career
skills.

17 Analyzing skills required for jobs, p. 33

Go to the Bureau of Labor Statistics Occupational Outlook Handbook at https://www.bls.gov/ooh/. On that
site, select an occupation group and then a specific occupation that interests you or that you would like to
explore. For example, under the Business and Financial occupation group, you might select Market Research
Analyst. Read the description of what a person in your selected occupation does and then imagine how the
following career skills will be useful in that job:

= Communication
= Collaboration
= Critical thinking
= Ethical reasoning
= Ability to apply knowledge in new situations
= Ability to use technology effectively
= Data literacy
From the list above, select three skills that you believe will be particularly important. Write a message to your

instructor that briefly summarizes what the job entails and explains how the three skills you chose will help
you be successful in that job.

NOTE: Answers will vary based on the specific occupations and career skills chosen. Good answers will reflect
sincere interest in a given occupation, summarize key information effectively, and offer specific reasons how
the skills lead to success.

Chapter 1 | Copyright © 2025 Pearson Education, Inc. Page | 1-43

Solutions Manual for Business Communication 5th Shwom


https://textbooktestbanks.com/products/9780138162023-solutions

SUPPLEMENTAL EXERCISES

Analyzing Your Own Experience

Think about the writing you have done in the past year, whether for school, work, or personal business. Write
a list of the most significant writing experiences you have completed during that time. Select two or three
experiences to develop in more detail and write what you remember about each one. Why was the outcome
important to you? What was new, interesting, or difficult about the experience? What did you learn from it?
What steps did you take to complete it?

Write a message to your instructor in which you briefly summarize the two or three experiences and answer
the following questions:
a. How similar or different are these experiences from the writing you expect to do in your professional
career?
b. If some aspect of writing was difficult in the past, how could you address that aspect in the projects
you expect to work on in the future?
c. What lessons learned from past experiences do you want to apply to upcoming writing projects?

NOTE: Answers will vary based on the specific experiences cited. Good answers will provide detailed examples
and explore the opportunities for experimentation and learning in a thoughtful manner.
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Analyzing Communication Effectiveness

In the “Your Money” column that he writes for The New York Times, Ron Lieber shared what he calls “the
single best tool I've ever found for getting my money back or getting my money’s worth.” When he has
exhausted all other avenues of complaint (for example, talking to customer service representatives and their
supervisors), he writes an Executive Email Carpet Bomb—that is, a polite but specific email that he sends to as
many company executives as he can identify. The email itself contains a number of features that contribute to
its success. Lieber says it has never failed him. Below is a copy of one email he sent that received good results.
The names of people and the store have been replaced with XXX. Write a one or two paragraph email to your
instructor, providing your analysis of the features that make this such an effective message.

Subject: Dangerous conditions and your unwillingness to fix them
Gentlemen—

I’'m writing on behalf of my mother, who lives at XXX and whose townhouse backyard backs up directly against the rear wall of the XXX
Supermarket. You can view the precise geography via Google Maps; my mom is in the last row of townhouses.

For years now, there have been a variety of infestations—rats, bees, etc.—related to the fact that XXX Supermarket simply will not cut
down the thick tangle of vines that grow all over the rear of the store building. This year, the problem is a plague of wasps, and we
have had enough of it. My mother, who is retired and on a fixed income, just spent her hard-earned retirement money on a new grill,
but she cannot use it thanks to the swarm of insects out back.

Every year, she or someone from her condo association has gone to the local store management and tried to get them to cut down the
vines and do something to keep them from coming back. And each year they’re met with little in the way of help. If it’s not affecting
XXX Supermarket’s customers, who never see the back of the building, why should they care? That seems to be the prevailing attitude.

Someone is going to get hurt—badly—as a result of the danger that your company has created and that you have so far refused to fi x.
So here is what we are asking you to do:

1) Respond via email within 24 hours to both me and my mother, who is cced, and explain what you are going to do and who the point
person will be on fixing this. We’d like their cell phone number, their email address, and a promise that they will not blow off our
messages.

2) Agree to send someone out to assess the situation visually within 7 days and send a crew to cut the vines once and for all within 14
days. It will take many people many days to do this, but it’s long overdue. Moreover, we want a commitment that if the vines come

back, you will be out before Memorial Day each year to cut them down again.

[Name of CEQ], with one pointed phone call to the right person, you especially could make this problem go away very quickly. Please
imagine that this was your own mother when you consider how best to handle this.

Thanks to all of you for your prompt consideration of this matter.

Yours,
Ron Lieber

NOTE: Students may consider this communication to be effective because it (1) offers clear reasons why the
vines at the back of the building cause inconvenience to the store’s neighbors, (2) is clearly structured and easy
to follow, (3) uses a tone that is vivid, emphatic, and personal, and (4) specifies very clearly what actions must
be taken to address the issue within a specific timeframe. Students may also comment on the appeals to the
readers’ feelings through highlighting the plight of the writer’s retired mother. However, some students may
argue that the letter is excessive or inappropriate, either because its tone borders on sarcasm or because its
appeals to feelings could be dismissed as manipulative.
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Planning a Virtual Team Meeting

Imagine that you are working on a team with members in the United States, Singapore, and the Netherlands.
You need to check in with each other at least once a week to address issues and plan for the upcoming week.
This requires that you decide on a technology for your weekly discussions. You are considering the following
options:

¢ Email

e Wiki

¢ Internet chat

» Teleconferences (for example, using Skype)

e Videoconferences (for example, using WebEx)

Use your favorite search engine to learn more about these technologies. If you have five members in your
team, assign one technology to each team member. Then collaborate to create a chart that analyzes the pros
and cons of each option. As a team, determine which technology (or technologies) you would choose and
explain why. Be prepared to discuss your chart in class or submit it according to your instructor’s directions.

NOTE: Each group member should research and outline the pros and cons of their assigned technology option.
The team as a whole should select one technology that they believe is best for the scenario and construct a
clear and persuasive argument.

Increasing Cultural Sensitivity

Divide into teams of three to five students—or work as a whole class. Select at least three cultures not
represented by anyone on your team. When you identify cultures, do not limit yourself to thinking about
different countries of origin. Also, consider the following variables:

* Region of the country (for example, the South or the Northeast in the United States)
e Ethnicity

* Age (for example, people in their teens, 20s, 30s, 40s, and so on)

e Gender

e Disability

For each of the cultures you have identified, list two or three “communication characteristics” —things to keep
in mind when communicating with people of that culture. Illustrate each with a concrete example. Prepare a
class presentation of your findings. If the findings of different teams conflict, have a class discussion about why
the teams drew different conclusions about a particular culture.

NOTE: Presentation content will vary.
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Analyzing Online Privacy Policies

Work with two to four other students to obtain online privacy policies from three organizations, which can
include businesses, government agencies, or not-for-profit organizations. Working individually, read the
policies carefully, paying special attention to the parts of each policy that discuss how the end user’s personal
information will or will not be used. Select two or three sentences from each policy that you think are not
clear. Working as a team, compare and contrast the individual examples. Identify what the examples have in
common and discuss as a group how they could mislead readers. Summarize your findings for your instructor
in a collaboratively drafted email.

NOTE: Answers will vary depending on the organizations chosen. Instructors may wish to provide sample
privacy policies that they consider to be good or bad examples. Passages that are good targets for comparison
and contrast will be both concise and detailed. Good emails will list specific similarities and differences, and
state the team’s findings clearly.

Analyzing Business Facebook Pages

Imagine that you work for a local restaurant in a small city. The owner of the restaurant would like to begin
using social media—especially a Facebook page—to publicize the restaurant and attract customers. She has
asked you to find two restaurant Facebook pages that you believe are effective and to summarize the key
features you believe make the pages effective. Depending on your instructor’s preferences, write a brief report
or prepare a brief presentation analyzing the two pages.

NOTE: Good report and presentation content will explain how the examples are effective in advancing the
goals of the restaurants.

Identifying How For-Profit and Not-For-Profit Organizations Use X (formerly Twitter)

Go to X (formerly Twitter) and search for one for-profit company you like and one not-for-profit organization
whose cause you support. Both must have X (formerly Twitter) accounts. Select at least three tweets produced
by each organization. Identify the purpose of each tweet and then write a brief summary (fewer than 100
words) analyzing how each organization uses X (formerly Twitter) to communicate.

NOTE: Good analyses will identify at least three tweets, and from those tweets will draw inferences about the
organizations’ communication goals.
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SPEAKING ACTIVITIES

Informal Impromptu Presentations

a. Describe a time when you were very successful at achieving a specific communication goal, such as
persuading someone to do something. Identify at least one reason for your success.

b. Describe a time when you wanted to achieve a specific goal with communication but were
unsuccessful. Identify at least one reason why you were not successful.

c. Based on your experience, give your classmates one or two tips for collaborating successfully with a
teammate.

d. Do you think you are better at writing or speaking? Provide examples to support your answer.

e. Think of a time when you communicated with people from a different culture. What was your biggest
challenge?

NOTE: Answers will vary based on students’ experiences. To help students develop good presentation skills,
encourage them to begin their impromptu presentations with a main idea and then develop that idea in two or
three minutes.

Executive Briefings

a. Are they thinking like business communicators? Find an “official email” that you have received from an
organization you do business with—for example, from a retail store, your school, employer, bank, or
insurance company. Analyze the message to determine whether the writers were thinking like
effective business communicators, as described in this chapter. Identify two features of the email that
you can discuss; both features can be effective, both can be ineffective, or you can discuss one
example of each.

b. Analyzing cultures. Select a country that you have visited or would like to visit in the future and
conduct a web or library search about communication in that country. (Be sure your sources are
authoritative. Do not use Wikipedia.) Make two or three recommendations about communication for
colleagues who will be traveling to that country.

¢. Analyzing professionalism. Imagine that you are a small business owner and need to purchase a
product or service (for example, executive coaching). Find two competitive websites that offer what
you’ve chosen. Imagine that you are going to choose a vendor based on the professionalism of the
website. Prepare a brief presentation about which site inspires more confidence and explain why.

NOTE: Assign students one of the topics listed and give them a day or two to prepare their executive briefing,
which should be a short (three to five minute) presentation in front of the class. Visuals may be useful,
depending on the topic. Encourage the class to identify both the strengths and weaknesses of the
presentations in a supportive manner that develops improved speaking skills.
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GENERATIVE ARTIFICIAL INTELLIGENCE ACTIVITY

LO 1.1 Explain why communication is a complex process that is affected by context and requires more than
the delivery of messages.

LO 1.2 Identify the benefits of being an effective communicator while on the job market and throughout
your career.

LO 1.3 Explain why it is important for communicators to be strategic, professional, and adaptable.
LO 1.4 Explain how studying communication helps you develop other valuable career skills.

Use a Gen/Al tool of your choice and enter one of the four learning objectives (or a specific one as assigned by
your instructor) for this chapter. Read the answer the tool provides. Make a list of the information that is
consistent with the content in this chapter. Make another list that identifies content that is not included in this
chapter. Then enter the same learning objective in a different Gen/Al tool. Compare the result with the first
tool’s answer. What content is similar between the two, and what is different? Summarize your findings in a
short report to your instructor; include your lists as appendices to the report.

NOTE: Answers will vary based on which learning objective students choose and which Gen/Al tools they use.
When evaluating their work, compare their lists to the at-a-glance heading outline.
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