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Thanksto e-mail, voice mail, cell phones, pagers, and, of course, the ever-expanding Web, welive in an age of
information overload. Although al of these wonders were designed to make life and communiceation easer and
faster, speed and efficiency have not come without aprice. As aresult, businesswriting has never been more
difficult or stressful.

Writers are expected to respond quickly to an endless flow of e-mail messages.

Readers complain about an increasing lack of clarity and abundance of mechanicd errors.

Supervisors and managers are bewildered at employees inability to smply say what they mean and the lack of
appropriate tone and sense of decorum in written communications.

Write to the Point isdesigned to provide practical, proven techniques for making writing for business both more
effective and less stressful.

All levels of business and technical personnel-whose writing skills are essentid to job performance and
productivity-will find this easy-to-read guide invauable and immediately useful every day. Write to the Point will
aso benefit the generd writer and those for whom English isa second language.

Y ou will learn proven techniques devel oped in Dr. lacone's seminars that will enable you to write with greater ease,
proficiency, and clarity. A conversationd, ingtructiona format walks you through the actud stages of the writing
process-from planning and writing the first draft to editing and proofreading.

Helpful guiddinesto correct punctuation, lists of often-confused words, and step-by-step procedures for generating
effective e-mail, memos, letters, and reports are also included in thisinva uable handbook.

About the Author

Sdvatore J. lacone, Ph.D., isamanagement training consultant whose specialty is designing and conducting business
and technical writing and editing programs for mgor corporations, government agencies, and universities. Nationa
and internationa clients haveincluded AT& T, Duracell, Pfizer, Honeywell, and IBM. Dr. lacone isthe author of
severa books and articles.
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| ntroduction

What |s This Book About?

Wrkite to the point is aninforma step-by-step guide to improving the writing skills of business and technica
professonasfor both traditiona and modern electronic forms of written communication. The goa of thisguideto
better business writing isto help you to write with greater ease, precison, and clarity. A conversationd instructiona
format will "walk" you through the actual stages of the writing process, from planning and writing thefirst draft to
editing and proofreading. Also included are helpful guiddinesto correct grammar, punctuation, and modern usage;
lists of often-confused words, and models of suggested content and formats for e-mail, memos, |etters, and reports.
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Who Will Find This Book Useful?

All levels of business and technical personnel whose writing skills are essentid to job performance and productivity
will find this easy-to-read guide to better written communication inval uable and immediately useful for their daily
needs. Upper-level and middle managers and supervisors who need to provide guidance to their staffs, adminisrative
ass sants whose duties include editing and proofreading letters and memoas, and technica support professionaswho
prepare instructions, procedures and documentation will find this book helpful to written communication. Write to
the Point will aso benefit the generd writer, those for whom English is asecond language, and students preparing to
write college entry essays. My hopeisfor Write to the Point to be welcome by al writers.
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What |sthe Focus of This Book?

Successful businesswriting is responsive, well organized, clear to the reader, and appropriate in tone. Write to the
Point isdesigned to share with you proven techniques for writing for business with greater clarity and precison and
less stress. Thisbook consists of 12 chapters organized to reflect the actual stages of the writing process. planning,
organizing, writing, editing, and proofreading. Severa chaptersinclude examples and models of various types of
business correspondence, such as memoas, letters, and reports suitable for immediate practical application. One
chapter is devoted exclusvely to writing successful e-mail. Throughout the book, many helpful lists of words and
phrases are included. The various gppendices focus on reviewing basic principles of grammar, punctuation, and usage
to ensure mechanical correctness.
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How Is This Book Different From Other Business
Writing Books?

Write to the Point (1) provides guidelinesfor achieving greater precision that will aso lessen the stress business
professonals experience when writing under the increased demands on their time due to e-mail, voice mail, meetings,
and so on; (2) offers solutionsto redligtic rather than theoretica writing problems; (3) presents techniques for
improving the effectiveness and clarity of email aswell astraditiona correspondence; (4) employs an andytica
approach to improving both content and structure; (5) incorporates actud realistic model s to support "step-by-step”
ingtruction to writing successful e-mail, memos, and letters; and (6) includes appendicesthat review basic principles
of standard English grammar, punctuation, and usage.
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Chapter 1: Writing to the Point

Overview

"The difficulty is not to write, but to write what you mean."

Robert Louis Stevenson

Writing in business has never been more difficult and more stressful. We live in an age of information overload thanks
to email, voice malil, cdll phones, and pagers. Although al these wonders were designed to make life and
communication easier and faster, they have also created added demands on our time. Writers are expected to
respond quickly to an endless flow of e-mail messages. What resultsis that readers complain about an increasing lack
of clarity and abundance of mechanica errors. Supervisors and managers express bewilderment at employees
inability to smply state the essence of what they need to express or neglect to apply appropriate tone and sense of
decorum. The best and brightest of technical professionds have difficulty communicating clearly with their peersand
non-technical readers whose software glitches, system problems, and changes they must address daily. They often
experience frugtration whenever writing to reeders with little or limited understanding of their technica expertise. The
challenge for technical writersishow to bridge that gap when writing for readerswith limited technica expertise. It's
no wonder an "information gap" frequently exists between technica and non-technica readers given the rapid daily
changesin information technology.

In every writing seminar | have taught, people complain about how every day more and more time is devoted to
responding to e-mail and voice mail, to say nothing of the daily demands of generating traditional correspondence
(such asreports and letters) and attending meetings. Still others believe the increasing pressure to respond
immediately to e-mail resultsin their writing or receiving fragmented, confusing messagesthat are either too long or
short or too technical.

Perhaps one training manager expressed it best when he told methat al he hoped for after sending someoneto a
writing seminar was Smply that he be able to understand what the writer wastrying to tell him. He wondered if that
was asking for too much. Of course not, | answered. After al, what isthe point of writing if not to express our
thoughts clearly to our readers? Isn't that what writing isdl about? Of course, but sadly enough, writing to the point is
often easer said than done for most of us.

All of the @bove adviceiseasy to say and soundsfinein theory, but how do you apply thisto red life? Writing is
usualy never easy and dmost dways achalenge and stressful. So maybe the first step to better businesswriting isto
try to diminate the stress.
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Writing Without Stress: s |t Possible?

No writer has ever redly written without stress, so how can | promiseto help you achieve such a state? After dl,
even masterful writersfrom Homer to Shakespeare to Stephen King would hardly concede that writing is essy.
Psychologists often tell usthat to relieve stress we either have to remove the reason or stimulus, learn to accept it, or
transform it from a negative experience into a positive one. So smply trying to create the first sentenceis cause
enough for writers to experience stress, and no wonder, because when writing we amost have to become godlike:
We must creste something from nothing.

Then there is another reason we experience stress when attempting to write. No matter how logical or
commonsensical wedl liketo believe we are, when it comes to the writing process we dl struggle with the need to
impaose order on the chaos of ideas and impressions our minds are seeking to express. If writing can be defined as
"thinking on paper” (or, nowadays, in cyberspace), doing so with ease and precision has become ever more difficult.
Why? Technology, for one reason. Just think about how many times during a routine business day we face the
temptations of hitting that good old "send" key to move on to our next message or to respond to the seemingly
impatient inquiries of those sending us e-mail messages. Everyone seemsin a hurry these days. So many incoming
e-mail messages have a sense of urgency to them that we begin to wonder what is not urgent! Instantaneous
response has become the watchword of written eectronic communication. Why wait for awell-written response
tomorrow when you can get a poorly written one today?

There are dso emotiona, physical, and mental obstaclesto getting started and moving beyond the blank page or
computer monitor. Perhaps were too tired, worried about an ailing child a home, coming down with acold, or just
don't fed likewriting for whatever reason. After dl, we're people, not machines. Inspiration, that mysterious
mechanism that generatesidess, is not alightbulb we can turn on or off at will.

Asfor perfection, forget it. If you could speak with the greatest writers about their masterpieces, they would dl no
doubt admit: "I could have made it better." Perhaps Shakespeare's Hamlet could have been funnier or Méelville's
Captain Ahab a bit less obsessed with that elusive white whale.

Ancther source of Stressisthe equation of quantity versus quaity. | cannot imagine anyone arriving to work on a
Monday morning to find a 500-page report on hisor her desk and saying "1 can't wait to read this." The poet Robert
Browning wrote that "lessismore." In most daily businesswriting, that ideawill often prove that thisrule applies. At
the sametime, writing lessfor its own sake is not the solution if we leave out important details or information or
create achoppy, fragmented sentence pattern. Rather, given the demands of modern businesslife, we haveto ask
oursalvesthis smple question: Would | want to read my own writing? How would | react to my e-mail message or
trip report? Would | delete the e-mail or wish the report included a summary because | haven't the time, need,
interest, or desire to read the entire document? The ancient wisdom of placing oursalvesin the reader's shoes works
perfectly well here.

An additional source of stressistrying to figure out how best to express our thoughts to our various readers, whether
they be coworkers anywhere in the world. Who are these people and how do we best succeed in communicating
with them without ambiguity or confusion? What's the best way to ask a ddlicate question? Which words would serve
best? Ask yoursdf: Are my writing skillsreflecting in a pogtive light my educationa and professiona background,
knowledge, and understanding of the topic at hand?
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Abovedl, the very demands of the writing process create stress for us. Which words will best do here? How about
the organization of details? Is my central message clear or did | bury it somewhere on page 3? Should | use
sentences or ligs or illustrations? Have | revised and polished the writing to abrilliant shimmer or dulled it out of
exigence? Are there mistakes in grammar, punctuation, spelling, or usage that will tarnish my professiona image?
How about the tone? Isit appropriate or have | stepped over that line of over-familiarity or rude innuendo? Will my
boss approve the memo or will | suffer the traumatic rgjection highlighted in red ink?

We end up asking more questions than Hamlet and, in so doing, can easily become as disinclined to trandating our
thoughtsinto actions.

Good writing requirestime and discipline. The sole temptation often most difficult for usto resist is, to paraphrase
Oscar Wilde, the temptation to race through the writing as soon as possible so we can move on to the next task. Y et
when we givein to thistemptation, we find time and again that the old adage rings true: Haste indeed makes waste,
or at least requires rewriting. Y et because writing expresses thinking, whether on paper or in cyberspace, we need to
find an gpproach to transforming what is abstract and invisible (our thoughts) into atangible, visible, concrete form of
communication.
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When in Doubt, Write Nothing

English novelist George Eliot once observed: "Blessed isthe man who, having nothing to say, abstainsfrom givingin
words evidence of thefact.”

In daily life, sometimes the best response is no response, whether to a sarcastic remark or hostile gesture. Sotooisit
on occasion that the best choiceisto refrain from putting in writing your thoughts, ideas, complaints, suggestions,
advice, or any other information you may need to communicate. Doing nothing is sometimes the right thing to do.
Doing nothing isinitsdf adecison. So even though al writing conssts of three mgor stages (planning, writing, and
editing), you may want to consider another stage: preplanning, the decisive moment during which you need to
serioudy question if you should write at all.

For instance, |et's assume an otherwise competent associate has botched an important potential deal or seemingly
sampletask. Your first inclination might be to fire off an angry, disappointed, and/or frustrated-sounding memo or
e-mail chastising the poor devil for hisor her falings. On second thought, you worry that if the senior vice president
somehow sees acopy, your coworker's job performance may be called into serious question, or worse. Y ou
wouldn't want that, so instead of writing you decide a private discussion would suit you just aswell. The poor soul
will still be ableto percaive your fedings from your tone of voice and facial expressons. Moreover, the strong
disappointment you fed will be expressed, but so too will your understanding that occasiondly things go wrong for
the best of us, you included. Nothing persond, you might say, only afriendly little chat that alows you to convey your
point but alowsthe listener to know you don't hate him or her.

Questioning the need for any writing you plan to do isa primary worthwhile consderation that can save you and your
reader time and effort. Whether the message consists of your observations prior to ameeting or asuggestion that a
report might best be conveyed through an audio-visud rather than written presentation, always consder dternatives
to writing that may prove far more effective and appropriate.
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TheFirst Step: Relax, I1t'sOnly Writing

Some people work very well under pressure. Others tend to become frazzled and overwhelmed. Most of usare
perhaps a combination of both tendencies. To lessen the anxiety and tension inherent in the writing process, we need
to try to relax abit. We need to understand the important roles relaxation and diversion play in helping us unlock and
release our thoughts and hel p us avoid unnecessary frudtration and anxiety.

Don't fed that you have to writeimmediately. Get acup of coffee or tea, make some phone calls, chat with the
person across the room about last night's baseball game, do some knee bends or other stretching exercises, maybe
even go for awak during lunchtime. Do anything but write. Very often, while we are engaged in other activities, ideas
begin to emerge unexpectedly. As thoughts occur to you, whether in the form of words, impressions, phrases, or
guestions, jot them down on a notepad. We can't make inspiration happen by willpower alone. Nor isthere any
magic potion or pill to take to release that mechanism we call inspiration. As Shakespeare might have phrasedit:
"Would it weresn."
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Next: Pay Attention to Your Environment

Travelersto unfamiliar destinations are often advised to be aware of their surroundings to avoid encountering
unpleasant Stuations, such as being mugged. Environment can affect our ability to concentrate. Trying to writein an
office where there is constant noise or next to an open window where traffic passes ceasdesdy isnot an ided
environment. Ironicdly, dead silence can often be the loudest distraction of al. Some of usthrive amidst chaosand
activity. Others need the privacy and quiet offered by an empty conference room, library, or unoccupied office. Sill
others get their best ideas on atrain or bus or driving to work. Y ou need to do alittle self-anaysis regarding where
and how you write best.

Thetrick to establishing the environment most conducive for you to writeisto find a place that feels most
comfortable. Y ou might work best in an unoccupied conference room, aquiet cafeteria between breakfast and lunch
hours, or even that enduring citadd of origina thoughts: the restroom. Perhgps Sitting a your own desk is the best
placeto start. Y ou're on familiar ground. Of course, one problem isthat people know where to find you. Y ou can be
interrupted by phone cals or instant e-mail messages and the usua round of unexpected work-related problems. Still,
it'shome, and that is often wherethe heart is.
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Piano L essons Alone Will Not Make You Mozart

One of the greatest literary figures of the 18th century, Samuel Johnson, observed that "what iswritten without effort
Is read without pleasure.” Wise words indeed. Johnson knew that good writing could only result from hard work and
discipline. In fact, perhaps Johnson would agree that even when the writing appearsto be going well, it ill ain't

easy, folks.

Thetruth isthat some people just have arare, natura talent for effortlesdy putting their ideas down on paper
logicaly, precisaly, and economically. Most of us have to struggle with making sense and then imposing order on the
chaosin our heads, al thoseimpressions, fedlings, and idess. | have dways advised those who attend my writing
seminarsthat you can take piano lessons, but that won't make you Mozart, and painting lessons alone will not make
you another Picasso. Some people arejust naturaly good writers, smilar to the guy next door who can fix hisown
car or build an addition to his home or grow the most perfect roses.

Writing isaskill and thus can be learned, but naturd ability is something else. Very few people can sit down and
clearly rdate thair thoughts at the first attempt. Thisistrue for professona writers aswell, whether novdistsor
journaligts, because the writing process involves three inescgpable e ements. planning, actud writing, and editing. All
writing requires more than one draft if it isto be any good. Only by reviewing and revising can we transform rough
ideasinto shimmering jewds of expression. All diamonds require polishing, and so do our thoughts.

Accepting the need to revise our work enables usto fed less hurried and perhaps more patient and disciplined in
gpproaching writing assgnments. We need to devel op aredidtic attitude toward the demands of transforming
jumbled masses of data, observations, notes, and ideas into a cohesive reader-friendly document. Otherwise, we
may experience "information overload,” afeding of being overwhelmed, trapped, or swamped smply by the sheer
amount of information we need to convey. Ultimately, outlines, lists, summaries, and any other structura € ements of
writing can help us organize and impose a structure on the materid. At the sametime, we must first struggle our way
out of aquagmire of doubt, frustration, and indecision that can lead to the nemesis of al writers: procrastination.

So where do we begin? Where el se but with ourselves, done and armed with little more than our thoughts and the
need to express them?
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Chapter 2. Getting Started: Stop
Staring and Start Writing

Overviaw

"My way is to begin at the beginning.”

Lord Byron

"The last thing one knows when writing a book is what to put first."

Blaise Pascd

If only writing were like riding abike, swimming, driving acar, or roller-skating. Once learned, we never forget how
to doit. Unlike climbing amountain and planting aflag on its pegk, the writing process conssts of menta mountain
climbing where there is no pesk to reach. Rather, we encounter only a series of plateaus of elevation. Two factors
often inhibit the writing process:. fear of criticism or failure and the need to impress the reader. Our awareness or
sense of permanence associated with committing ideas to paper or the computer disk can produce in us fedings of
anxiety and lead to procrastination. We are often reluctant to reved our thinking on paper because any resulting
criticism either from superiors or readers will reflect negatively on our ability to think clearly and logicaly. We are
what we write, or perhaps what we seem.

Often only through our writing do others know us. Soit is natura for usto become concerned about the image we
convey. In away, aswriterswe are milar to movie stars who wince at the thought of an inferior performance or
ilI-chosen role captured forever on film. Wetoo can easily dread that what we write today may haunt us tomorrow. If
the actor or performer who claims he or she never reads reviews cannot be believed, businesswriterswho try to
convince themsalves that they write only for themsalves, the reader be damned, are not to be trusted as well. With
the exception of what we record in adiary, writing is meant to be shared with readers. Writing isadialogue with our
readers, not amonologue.

Since the days of our earliest English classes, we writers have been especialy proneto the tyranny of the red pen. It
Isnot surprising that we can become traumatized, so to speak, about exposing our thoughts to the public reader. No
one enjoys being criticized negatively. If fear can paradyze the bravest soldier, it isno wonder that the freedom of
expression and spontaneity essentid to effective writing is vulnerable to being stifled from within. The greatest writers
from Shakespeare to Dickens to those of our own time have often shown us the strongest prisons are those without
wallsand sted bars and doors, they are the mental and emotiona interior oneswe create for ourselves.



This document is created with the unregistered version of CHM2PDF Pilot

EXpressto | mpress

What kind of writing makes the best impression? Writing that is readable. Writing that conveys your ideas with clarity
and precison. Writing that alows your reader to conclude, | understand every word this personistrying to
express. Wearein big troubleif our readers ask, |s this what you really wanted to or were trying to say? Did |
misinterpret your meaning here?

We are not writing interpretive poetry, where the reader may think we are saying this or that. Business writing does
not involve mystery or the need for interpretation. \Worse, writing is often an al-or-nothing proposition. We are not
there to explain our message to the reader. We are not available to say, "Thisiswhat | redly wanted to say” or "Let
me put it another way" or "Let me draw you adiagram.” No. It's an dl-or-nothing proposition.

So then what type of writing makesthe best impresson? Thereis only one: writing that communicates our thoughts
clearly and precisdy. Too many writers get caught up in the notion that the only acceptable modelsfor writing appear
in formal reports, newspapers, magazines, trade or professiona journals, and, heaven protect us, academic articles.
Do you redly want to send an e-mail or letter in overly verbose academic or forma style? Although both styles have
their places, for the most part, they will most likely put your busy business reader to deep. Fancy words and
long-winded sentences do not make for successful writing. Rether, it's the skillful way we use words astoolsto
create and connect sentences.
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It's Timeto Jump Into the Water

One way to overcome our initial resistance or fear of writing isto accept the fact that there is no such thing as perfect
writing, at least not in thisworld. Evenif it should exi<t, there would be criticsto find fault with it. Y et this does not
mean we should assume a devil-may-care attitude or ignore the needs of the reader. Rather, we need, for the
moment, to disregard dl concerns of criticism and desiresto impress and just start writing. In the same manner that
the longer a 10-year-old first learning to swim waits to overcome the hesitation to jump into the deep end of the pooal,
we aswritersmust "dive" into the pool of ideas we want to express. No one ever learnsto ski without sooner or later
going down the mountain. Y ou can't learn to sky dive without leaving the plane. Unlike the just-described
experiences, thereisno way to smulate the writing process. We are aways jumping out of ared plane, dbet a
menta one, when scribbling our first draft. No wonder we hesitate.
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Face the Blank Page: Overcoming Writer's Block

All writers experience writer's block, the inability to begin or continue to devel op ideas. Because we are people and
not machines, it isonly natura that the road to written communication is fraught with unforeseen detours and
potholes. Any number of reasons can lead to this frustrating experience. We might be worried about a persona or
job-related problem, fearful of criticism from our supervisors, or just plain too exhausted or not in the mood to write
even the shortest of sentences. So what can we do about this frustrating dilemma? Sometimes doing nothing isthe
best course of action. We might concentrate on another activity.

Perhaps we may decide it best to tend to other matters. All of these techniques buy ustimeto get back to writing.
When you experience writer's block, here are anumber of techniques that will help relieve your stress and perhapsto
find direction.

Revigt the Past

Use your previous writing asamodel. Thanksto our computers, we can save al our correspondence, good and bad,
for later review. So if you find that your writing assgnment is Smilar to one accomplished previoudy, suchasa
memo, |etter to acustomer, report, or manual, theré'slittle harm in using it asa point of departure. Surely this solution
is better than the ceasdl ess torment of staring at the page or blank monitor. If the content and format of your model
worked before, it may well work again. Y et thereis anegative aspect of thistechnique: Just asit's not dways agood
ideato dwell too much on the padt, the tendency to rely too heavily on previous writing may inhibit your chancesfor
growing asawriter and may produce fedlings of boredom both for you and your reader.

Go Idea Shopping

Y ou don't dways have to begin writing complete sentences. A "shopping” list of ideas, problems, and topics we need
to addresswill often do just fine. There's something about alist that helps us to focus our thoughts. Once listed, you
can expand upon the word or phrase you jotted down. Perhaps you might even number each in order of importance.
Y ou can add or delete topics. Most importantly, you've begun writing.

Usea Conversational Style

Some people are better talkers than they are writers. They have the ability to tel usin the clearest termswhat we
need to know. Y et when they send use-mail or letters, we wonder why a Dr. Jekyll of spoken clarity and precision
has been transformed into aMr. Hyde of written obscurity and verboseness. E-mail a one has encouraged greater
use of conversationd style in writing, and to agreat extent that's good. Unfortunately, some writers mistakenly believe
aconversationa style givesthem license to write incomprehensible fragment and run-on sentences or crossthe line of
decorum.
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The great advantage of conversational writing isthe ability to generate words and phrases most appropriate to
spoken language, often reflective of theinformd, lively rhythms of our speech. When we speak, we use voice
inflections, gestures, facid expressions, and body language. Our writing relies more heavily on complete sentences,
precise words, and an orderly presentation of ideas. So if you're a better talker than writer, why not writeinitidly the
way you would say it to someone face-to-face, during a phone conference, or in ameeting? Y ou can dways modify
your conversationd notes to sound more like writing. That is, instead of the vague "get back to me," you would
substitute a pecific action word such as call, meet, or advise. Again, you've begun the writing process.

Engagein Free-Writing

| often think of thistechnique asamentd laxative or a"when dl esefails’ antidote for writer'sblock. First, set atime
limit, say fiveto 20 minutes. Next, identify your subject, purpose, and reader. Then begin writing anything and
everything that may come to mind about the identified subject, purpose, and/or reader. Describe your fedings or
fears or concerns or expectations. Focus on what you want to say or what the reader needsto do. Y ou might even
use firgt sentences such as”'| don't know what | want to say about..." or "What | redlly need to say hereis..." or even
"l don't fed likewriting this message because..." as motivating opening lines. Do not stop to edit. Just write.

Theideabehind thistechniqueisto attempt to trigger the ever-eusive inspiration through perspiration. So don't worry
about generating an orderly list of sentences or if you write the conclusion before providing the supporting details or
an opening sentence. Just keep going, much as you would after your car battery has died and someone has helped
you jump-start the engine. Y ou keep driving until you get to the nearest service station or home.

When your writing time expires, take out your own red pen and review your work. It'stimeto engagein intellectual
"cutting and pasting.”" What's worth keeping? What needs to be deleted? L ook for meaningful phrases and sentences,
Important details, examples, or recommendationsin short, anything that would be useful to expressing your message.
Try to rearrange ideas in order of importance and relevance. List and number instructions or procedures. Remember
aso that when getting started on your firgt draft and during the trangition from thinking to actua writing, it is best to
get your ideas down quickly without concern for correct grammar, punctuation, usage, and spelling.

Most importantly, remember that although thisisnot afirst draft, rather a beginning of the beginning, at least youre no
longer staring at the page or monitor. In fact, you've taken agiant step, however uncertain, toward creating afirst
draft.
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Chapter 3: It's Not About Y ou:
Writing for Your Reader

Overviaw

"If the writer doesn't sweat, the reader will."

Mark Twain

If youwak into A storelooking for anew computer and the first salesperson you meet immediately pointsto agroup
of computers and says, "Any of those are good,” and then waks away, thereis a good chance so will you, and with
good reason. Why?'Y ou were never asked what you were seeking, how much you could spend, or if the computer
would be used for business or pleasure or your child's homework assignments. In brief, the salesperson never
considered or asked about your needs and preferences. Just asit would come as no surprise to learn the salesperson
who wasindifferent to a potential customer's needs was soon out of ajob, the same holds true for writers who ignore
their readers. The reader isthe writer's "customer” and one whose business or approva is one we need to seek. The
more you know about your reader, the greater the chances you will meet hisor her needs and expectations.

Would you want to receive any of these examples of poor businesswriting?
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No-Sympathy L etter

Dear Mr. Lowry:

We are sorry for any discomfort you may have experienced in attempting to use our suppository product, but we
can't assume any blame for your failing to carefully read the directions. How in heaven's name could you have
imagined that you did not have to remove the foil before use?
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Huh? Letter

Dear Ms. Francis:

| am writing in response to aletter addressed to me from Victor Heflin, who is employed by your company. We
briefly discussed this|etter on the telephonetoday. All partieswill be copied for edification. Initidly by copy of this
letter we wish to convey our gpology as acompany for an infraction of your company policy committed by one of
our salesreps and that ultimately became confrontational. We wish to respond to let you know that our company
takes such matters serioudly. Filferage of goods by our peopleis nefarious behavior and thus a serious event. What
has transpired isdone and it will serve no purposeto revigt this event.

Going forward, then, we want you to be assured that the transgressing individual has been reprimanded and advised
that further infractions of this nature will not be tolerated. Next time he's out the door, in plain English.
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Headache-Causing | nsurance Procedures

Y ou are not insured for any risk which you incur in providing directly or through your subcontractorsif such risk dso
arisesfrom aservice provided by you which is stated in your policy of insurance to be a service for which you are not
insured.
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"| Loveto Hear Mysdf Talk" Memo

In reviewing bid comparisons for computer equipment consideration should be given to the selection of equipment
which duplicatesthat aready in service and that isdready providing good performance. Sometimes selection of
computer equipment is accomplished with small price difference between the lowest price and the price for
equipment dready ingtaled in our office. In such an indance asthis, careful consideration of such comparative buying
should include the economics of purchasing and learning to use entirdly different hardware or software as compared
to purchasing computers duplicate to the ones already ingtalled and in use in our department. Therefore, it isbelieved
advantageous that full consderation of theinitia cost of new computer equipment and software is sufficient
judtification in most instances for the selection of such equipment which would duplicate existing equipmen.

Wouldn't you prefer to receive these "reader-friendly” messages?
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Good Letter #1

Dear Ms. Olsen:

Asrequested in your letter of July 5, enclosed isacopy of our annua report for your review. We very much
gppreciate your interest in our company and hope you find the information suitable to your needs.

Sincerdy,
Stela Stahr
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Good Letter #2

Dear Mr. Mature:

Thank you for writing regarding your unfortunate accident. We sincerely are relieved to learn you did not seriousy
injure yoursdf in attempting to repair your roof.

At the sametime, please note that our "Home Repair Guide for the Intdllectualy Challenged” emphatically advises
anyone preparing to perform roof repairsto first secure arope around his or her waist and anchor it to a tationary
object such asanearby tree, chimney, or other permanent structure.

Nowhere does our manual ever suggest that you tie the rope from your waist to the handle, bumper, or any other
part of any vehicle parked directly below. Although it is most unfortunate that your wife did not see the rope leading
from your car up to the roof before she backed out of your driveway, we can assume no lega responghility for the
injuriesyou incurred.

Sincerdy,
Frank Christopher

Cugtomer Service
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Ask BeforeYou Write

Y our job iseasier when writing for someone you know either a work or in another company. Maybe you've
exchanged e-mail messages, spoken routingly by phone, or even met for lunch. Asaresult, you are likely to be
familiar with the reader's expectations, technica skills or limitations, appreciation of visuad ads, and preference for
subgtantia or minimum amount of details.

Frequently, when writing to customers, vendors, and representatives of large organizations or government agencies,

you will have little or no knowledge of the reader's background and needs. Of course, no writer can be expected to
be a mind reader or be expected to review areader's resume before setting pen to paper. Y et there are anumber of
guestionsto ask before writing aword, such asthe following:

What Do | Know About My Reader?

Areyou writing for someone within your department or company? If S0, then you may be familiar with whet this
reader aready knows or needs to know about your subject. If you are writing upwards to your supervisor, you may
well be familiar with style and format preferences. He or she may loveligts or hate them, prefer familiar words or be
impressed by fancier ones, or appreciate shorter paragraphs. Perhaps your best approach isto writein an informal
conversational style that includes contractions and persona pronouns.

If you're writing to or for someone outside your organization you have neither met nor previoudy sent
correspondence, avoid using acronyms or abbreviations to prevent confusion or misinterpretation. Y our style may be
formal but not stuffy or too impersona. Don't pontificate. The generd tone should be businesdike (cordia but
serious). Take moretimeto review and edit and proofread your message because its quality, or lack of it, represents
not just you but your organization.

What AreHisor Her Needs or Expectations?

When you respond to an incoming e-mail or letter you have the benefit of having areasonably clear understanding of
your reader's needs or expectations. Y ou know your god is either to provide information, meet arequest, respond to
aquestion or complaint, suggest asolution, or offer ingtructions and guidance. Remember to dways addressthe
reader's concerns before expressing any of yours. It's not about you.

When initiating correspondence, think of your reader as the customer. Then imagine yoursdlf in the reader’'s position.
How would you want someone to respond to your problem or clarify an issue you found confusng? What type of
opening sentence or message would attract and hold your attention? If you view yoursdlf not asawriter but as
someone providing aservice and your readers as customers, then the chances of your message succeeding will
increase tenfold.
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|sthe Subject Matter of Great or Little Interest?

When you are reasonably certain your reader will find your subject of interest, your job is an easier one, because the
reader is going to more than meet you hafway. Salespeople would describe such readers as "pre-sold” customers.

Y et just as agood salesperson can ruin aded by trying to convince the customer who's already sold to buy, you till
need to consider your reader's pecific needs. Clarity, precision of word choice, and flowing sentence structure
remain of paramount importance, as do paragraph organization and the amount of background and supporting
details. Also, don't overlook the need to explain technical terms and principles, even when writing to the most
devoted lover of innovative software and e ectronic gadgetry. Interest done often will not autometically enable the
reader to understand technical concepts and details.

How Knowledgeable Isthe Reader About My Topic?

Mark Twain observed, "We are dl ignorant, but about different things." One mistake technical professionals make
when writing for non-technical readersis assuming their readers are as knowledgeable as they are about the subject.
Thisisafata assumption that will only result in confusion and frustration for your reader. Also, agreat ded of your
time will be spent generating additional messagesto the reader trying to explain what should have been clear the first
time. Just becauseit's clear to you does not makeit clear to your reader. If you are an engineer or accountant writing
to othersin your field, then perhaps there will less need to explain al aspects of your message. If you'rewriting to the
senior vice president of marketing, who is not familiar with software gpplications, then you will need to "walk" that
reader through your message. Remember that when it comesto technica knowledge, writers and readers are hardly
equal. So never talk down to your readers. Explain, yes, talk down, no. Y ou will never be forgiven.

If you are asked to write instructions for operating dangerous equipment and you know the potential operators have
little formal education, you would be wise to keep the writing as smple as possible. Short sentences. Perhaps
illustrations. Explicit warnings. Now suppose you have to send a copy to your supervisor, who holdsaPh.D. in
engineering. Do you write two versions? One smple and one more e aborate? Which of your readersis most
important? The operators or the supervisor? The answer is that because the operators are the primary audience, the
writing level and style need to be directed towards them. Obvioudy, you say, but beware of the tendency we al have
to enjoy impressing family, friends, and coworkers with our knowledge. Keep in mind the need to write for your
primary readers. Resist the temptation to write to impress the less important reader, no matter how high up the
corporate management hierarchy.

If you haveto write for multiple readers with different needs and levels of expertise, one hel pful techniqueisto
structure the writing content according to their particular needs. For instance, provide different summariesfor reports
or reversethe order of information and begin with the conclusions or recommendations or provide illustrations before
presenting your discussion.

Arethere additional potential readers?

Although you awayswrite for your primary reader, you also need to consider potentia additional readers. Y our
customer may forward your e-mail message or sales|etter to hisor her supervisor. Someone within your company
may forward your e-mail to another department or to a senior manager. So it'simportant that even the most casua
correspondence be well organized and clearly expressed. Nowadays, thanksto e-mail technology, there'sless
guarantee than ever that your business correspondence will be limited to your reader's eyes.
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Does My Reader Have the Expertise to Understand the Content?

The lessyour reader knows, the more you need to explain. | have often heard business and technical professonds
express annoyance at having to elaborate on what to them are smple statements or facts. Although frustration and
Impatience are understandable fedings, they will aways prove counterproductive to effective written communication.
Y ou do not need to try, nor will you have the ability, to transform your readersinto expertsin your field. Y ou do
have to offer some guidance to help in them understand your key ideas, important statements, and observations. Y ou
might find it annoying to have to write the equivalent of "in other words..." but your ability to communicate clearly with
your readerswill depend upon it.

Do | Need to Provide Minimal or Substantial Background
I nfor mation and Supporting Details?

Whenever we gpproach two people in the middle of adiscussion, we usually do not interrupt or automaticaly begin
talking. Not only would it be rude to do so, but it would aso be disruptive to the flow of information being
exchanged. Unlessit'samatter of urgency, wewait until we get someideaof what they are discussing before
attempting to contribute to that topic or we say nothing until there is a pause in the conversation.

Background information serves either asapoint of departure for your message or to delay it interminably. How much
do your readers need to know before they can understand your main ideas or the essence of your message? Be
careful to avoid "overkill" (excessive data, facts, and figures) in your background details. The right amount of
background information issmilar to timing in comedy: Without it, the best of jokeswill fall flat.

Should | Explain Technical Terms, Concepts, Abbreviations, and
Acronyms?

The answer to this question issmple: Always explain any words, phrases, terms, acronyms, abbreviations, and
technologicd jargon to any reader who may be unfamiliar with their meanings. Of course, providing aglossary of
these termswill dways be welcome by your readers. Another technique isto provide the definition within
parentheses directly following the technical term. This practice alows your reedersto sustain arelatively
uninterrupted flow of information.

Would Illustrations Be Helpful ?

Readers always welcome pictures, provided they are appropriate to the subject or helpful to understanding. Y et
illustrations such astables, line charts, and bar graphs aone often cannot convey meaning. Y ou will find that one
picturewill not be worth two of the proverbia thousand wordsif it contains data and numbers and other details no
one can understand nor be certain why it's there. So whenever you add illustrations, ask yoursdlf if they can serve as
stand-alone supplementsto the text or if they require that you add some clarifying commentary, in addition.
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Should | Include an Executive Summary of Key Pointsof I nterest for
Readers\Who May Be Too Busy or | nsufficiently Knowledgeable
About My Topic?

For busy managers or executives, having to read lesstrandates generdly into more when it comesto their time.
Summaries and abstracts, best placed at the beginning of your writing, will be welcome by al readers (busy or
otherwise) because you are giving them the opportunity to gain an overview of the main message without having to
pursue the details. Evenin brief correspondence, readerswill appreciate your including asummary. Thevaue of a
summary to your reader restswith your ability to emphasize the key points succinctly. The benefit of your providing a
summary isthe grester likelihood that your message will actudly be read and its main ideas clearly understood.

AreThere Any Actionsthe Reader or Organization Needsto Take?
If So, What Are They? When and How Should They Be Taken?

Don't be amystery writer when it comes to requesting your readers take action. Suspenseisfinefor thriller novels
and adventure movies but not for businesswriting. Don't hedge when it comesto telling your readers when and why
you need their immediate response to a problem or question, to submit areport, or to complete aquestionnaire by a
gpecific date. Avoid being too blunt in requesting action, but aso remember that what's convenient for one person
may be unimportant for another.

An important consderation isyour knowing what the reader doesn't want or need. Some busy managers find
summaries helpful or want to see only your conclusions and recommendations, others want awedlth of technical
details, while others smply want to know how to use the new software and whom to cal when something goes
wrong. Remember that athough your readers needs, expectations, and preferences may vary, one eement does not:
the desire to be able to understand your message without the need for an interpreter.
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What'sthe Point?

Perhapsthe first question to ask yoursdlf isthis: What should the writing accomplish? The answer will most likely be
one of thefollowing most common gods:

Provide or request information.

Outline ingtructions or procedures.

Explain or judtify decisons and actions.

Motivate areader to decide or act.

Persuade the reader to understand or accept the writer's viewpoint or position.

Document results of work assignments or tasks.

Evauateindividua or group performance.

Identifying your purpose for writing is essentid to engage the reader's interest and understanding. Y ou have to ask
why you arewriting in thefirst place. What isthe goa ? What isthe point? Isit to propose a solution to a problem?
Offer ingruction for usng the new software? Provide recommendations for improving customer service? Pacify an
angry client? Request approval of anew procedure? Suggest action or obtain compliance? Knowing the purpose
makes your job easier because it provides you and your reader with direction and focus. Y ou never want your
reader to ask: "Why did you write to me?" Y our purpose should be apparent in the first sentence, paragraph, report
title, or email subject line.

Example

In the following memo, the writer has not effectively emphasized its purpose.



This document is created with the unregistered version of CHM2PDF Pilot
TO: CynthiaAvon, Senior V-P, Operations
FROM: Dick Dawson
SUBJECT: Utilizing Energy

Last spring we decided to reduce energy Utilization by 5 percent. We have lately met that god. Our organization
grew by 9 percent thisyear. A survey of operationsindicated that additiond reductionsin energy utilization will be
very difficult to achieve. In consideration of the ever-growing cost of energy, our organization faces an energy
conservation dilemma. Utilization of energy will grow because of increased use of technology such as computers and
automated equipment. Also, weareingaling larger cafeteriafacilities at two of our nearby plants aswe are located
across the country in such various sites as Boston, St. Louis, Denver, Houston, and San Francisco.

Bearing this background information in mind, | would appreciate your either scheduling ameeting or authorizing meto
do soto discussthe impact of future utilization and conservation of energy at our operations sites and some of my
suggestions for reducing costs. If you require additional background information, | will be happy to provideit. Thank
you.

Example Revised With a Clear Statement of Purpose

TO: Cynthia Avon, Senior V-P, Operations
FROM: Dick Dawson
SUBJECT: Meseting to Discuss Future Energy Needs and Costs

Although we have succeeded this year in reducing energy utilization by 5 percent, asurvey of operationsindicates
that additiona reductionswill be difficult to achieve due to increased use of information technology and automated
equipment. Given the ever-growing cost of energy, | would appreciate meeting with you to discuss severd
energy-conserving suggestions likely to reduce future energy costs at our various nationa operations centers.
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The Basic Roadmap

Transforming notes and observations into sentences and paragraphs that will form thefirst draft will be less stressful if
you do thefollowing:

1.

Begin with atopic sentence or paragraph informing the reader of your subject, what you want to say and
why. This sentenceis amilar to the headline sentence in anewspaper or magazine article. For example:

A recent survey conducted among corporate managers reveals genera agreement of the role business needs
to play in providing training opportunitiesfor al levels of personnd.

Next, provide detailsto support or clarify your initid statement or position. These details can be brief or
elaborate, depending your purpose and reader’'s needs. For example:

Inthelast five years, the managers of Corporate Training Departments who responded to the survey offered
more than 100 seminars in management devel opment, written and spoken communications skills, leadership
roles, time management, strategic planning, and computer and software instruction to employees.

The conclusion or closing servesto complete your message and provide a sense of unity to the preceding
details. Closingsinclude recommendations, solutions, and calsfor action. Do not introduce new idess,
guestions, or other information outside the scope of your opening or main idea sentence and supporting
details. Y our closing must complete your thoughts, your readers must fed as satisfied with your ending as
those of awel-plotted mystery or Hollywood love story. The reader must never fed that something is
missing, unexplained, or unexpressed. Here's an example:

Managers agreed that after attending variousinternd training programs, participants displayed increased
confidence, enhanced productivity, and improved job performance.
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Visualize Your Writing

Perhaps you might find it helpful to think of your message in terms of three sentences or paragraphs enclosed withina
pyramid. At thetop isthe main idea statement or opening providing focus and direction to your reeder. Following are
supporting factud details, numerica data, or professona opinions, listed in order of importance or relevance. At the
base are concluding thoughts, recommendations, or closing comments. However you decide to proceed, remember
the writing isnot for your eyes only, but expressly for those of your reader.



This document is created with the unregistered version of CHM2PDF Pilot

Chapter 4: The Right Package:
Organizing and Evaluating
| nfor mation

Overview

"If any man wish to writein a clear style, let him befirst clear in his thoughts.”

Johann Wolfgang von Goethe

All Writing is an Attempt to impose a sense of order on the chaotic random flow of impressions and ideas swirling
about in our minds. From the Ssmplest e-mail message to the most detailed report, the task al writersfaceis how to
best organize and present the information to their readers. Y et how do you accomplish thisfesat? To begin you need
to ask questions about the data and details you collect. If the writing has a beginning, middle, and ending, would using
traditional sentence and paragraph format prove best? Perhapslists or aseries of illustrations supported by minimal
textua explanation would do. Should you provide asummary or list the conclusions and recommendationsin the
beginning rather than the end? All writers face these considerations and questions. How can the mgjor ideas be
readily distinguished from the minor ones? What islikely to be of interest to the reader? What facts or figureswill
hold your reader's atention?
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Divide and Conquer

One helpful technique isto separate the information into primary and secondary categories. What does the reader
need to know? What information is of maor importance? Next, you need to evauate the information according to its
purpose. Does it serve asamain idea, supporting detail, conclusion, or recommendation? Then, select the details that
will support, explain, illustrate, or highlight the key ideas and contribute directly to the devel opment of your message.

Let's say you need to prepare areport for a software manufacturer about the market potentia of a specific program
designed to enhance the critical-thinking and problem-solving skills of managers. Y ou've gathered a greeat dedl of
information about different types of on-line training programs (their purposes, advantages and disadvantages,
limitations, costs, and sales performance). Additionally, assume you have collected anumber of market surveys
outlining the potential needs among various types of businesses for such an on-line training program, have interviewed
variousindividuasin business and in educationa software design, and have received written replies and statements
from various parties regarding the need and potentia apped of the program.

Now, keeping the report's purpose in mind the market potential of a specific program designed to enhance the critical
thinking and problem-solving skills of managers you decide to focus the report primarily on the written statements
gathered from various sources because those comments will serve as the strongest support for your proposal.
Although the information about different types of on-line training programswill be of interest to your reader, you
decide to summarize key factsin an opening statement and place everything else in an gppendix, because this data
(advantages and disadvantages, costs, and sales performance of the programs) will either provide only secondary
support for your proposa or prove digressive. Y ou must resist the temptation to include the information you've
gathered smply because considerable time was spent in doing so. Otherwise, forcing unnecessary information on
your readers will be oppressive rather than convincing.
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Analyze the Content and Function

Information can be organized according to its content and intended function. Y ou will find it helpful to consider
materia in terms of such patterns as chronologica development or time order, cause and effect, problem and
solution, comparison and contrast, fact and opinion, description, definition, and example.

For ingtance, if you are writing a project status report, you would need to consider which information best conveys
development or progress according to time and accomplished tasks. After grouping the information according to
topic or purpose, you can then determine which material would serve best in an introduction, main body of
discussion, conclusion, or recommendations. Use the following traditional patterns of organization to help you
"package” information for your readers.

Time Order

| f you arewriting atrip report, instructions, procedures, or an incident and/or progress report in which the sequence
of eventsor activitiesis centra to your purpose, present the information according to order of sequence and
occurrence. Helpful wordsinclude first, next, then, after, following, and last.

Example

On March 1, Livingston Wingate, president of PB Information Systems, suggested that in-house training programs
for management and support personnel be expanded to meet the increasing challenges of the new decade. The
following day, Mr. Wingate assigned responsibility for al training programsto Thurston Martin, Director of Human
Resources. Mr. Martin then asked his assistant, Geraldine Olson, to prepare areport on current training needs. Ms.
Olson completed her report within two weeks. Mr. Martin reviewed the report before submitting it to Mr. Wingate,
who immediately had copies distributed to al senior managers.

Spatial Order

If your focusis on physica description, you need to enable the reader to "see” asclearly asif you provided apicture.
Words and phrases such as above, below, near, adjacent, vertical or horizontal to, in the center, above and
below, and to the right or left will help your reader focus as clearly on your subject asthe very best of digita
cameraswould alow.

Example

The genera reception areaisin urgent need of redecorating. The space between the entry doorsis so narrow that
two people cannot pass each other at the sametime. There are soil spots on the floor. The white paint above the
receptionist’'s desk has yellowed and is peding. Last week severd smdll piecesfell on aclient's head. Behind the
desk isan open window that permits anyone to see employees playing cards or watching televison. On thewall to
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theleft are severa black-framed portraits of executives who have been deceased for 50 years. Below the portraitsis
along brown sofawith severd torn areas patched with orange tape. Next to the sofais a small wooden table whose
top is scratched and is covered with coffee stains. Above the table along diagona crack appearsin thewall.
Attached to thewall on theright are two stuffed fierce-looking snakes that appear poised to attack the next vigtor.

Cause and Effect

Now hereisthetruth of Isaac Newton'slaw of motion (that every action has areaction) more hel pful thanin using
this pattern to develop your message. Y ou can either present the causes or effectsfirst, depending upon which will
have the greater importance or interest to your reader.

Example

Based on recent studies regarding the expected rise in the number of aging Americans, especialy among those
members of the Baby Boomer generation (1946 1964), toy industry sources are optimistic about the possibility for
long-term growth. The Bureau of the Census has projected that the rise in the elderly population will increase
dramaticdly inthe next 10 years. Toy industry sources expect that of the millionsretiring, asubstantial number of
aging Americanswill no doubt enter asecond childhood. Thisinturn, they believe, will enlarge the primary market for
toys and gamesin the next two decades.

Comparison and Contrast

Noting the smilarities and differencesis particularly helpful when you have to weigh the advantages and
disadvantages of two or more products, services, ideas, proposals, solutions, or theories. Y ou need to review each
item according to Smilar comparative criteria, such as cogt, effectiveness, function, benefits, practicdity, location,
sze, and any other digtinguishing characteristic or feature.

Example

Sdes of sporting goods and recreationa equipment this year are expected to increase 25 percent from consumer
purchaseslast year. The sporting industry produces awide variety of equipment. The most important in terms of
dollar value are pleasure boats, sports footwear, hunting equipment, bicycles and supplies, and exercise equipment.
The remainder conssts of items such as equipment, clothing, and supplies used in numerous other activities, ranging
from bowling, tennis, and racquetball to archery and snow and water skiing. Projected sales compared with the
previous category are expected to be strong but generaly lower.

Additional Patterns

Following are dternative methods of organization for e-mail, letters, memos, and reports:

Method 1
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Statement of Problem.

Background.

Anaysisof Causes,

Possible Solutions.

Recommendation.

Method 2

SUmmary.

Background.

Introductory Statement.

Description of Equipment.

Discussion of Operating Procedures.

Concluson.

Method 3
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Recommendations, Conclusions, Findings.

Topic Statement.

Background.

Discusson of Detalls.

Method 4

SUmmary.

Statement of Problem.

Background.

Andyssof Problem.
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Head vs. Heart: Evaluating the I nfor mation

We are often advised to think with our heads and fed with our hearts. However, if you live long enough, you learn
that thiswisdom isfar easier to express verbaly than to follow. No matter how we may resist, our thinking can essily
become clouded or influenced by our emotions. Of course it does, you might say. After dl, we're not machines, and
who hasn't experienced times when emotions affected our critica thinking and judgment? How often are we advised
that if "it doesn't fed right,” whether for areationship or new shoes, something iswrong. The same advice may be
truefor writing. If we think too much with our hearts, we might soon regret what we write. Worse, the writing will
suffer for not being expressed with the clear-minded objectivity it (and your reader) required. Perhapsyou will find it
helpful to bear in mind these questions designed to offset the stirong influence emotions often have on critical
perspective:

1.
Have | presented mostly a series of generdizations unsupported by specific details or data?
Did | dlow thewriting to be influenced by any preexisting notions and opinions?
Have | assumed the reader will accept an ideaas being true smply because | say s0?
Have | misread or misinterpreted facts to support my point of view?

Doesthe information support one of many interpretations? If o, have | presented al of them?

What conclusionstend to emerge both repeatedly and irrefutably?
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Pitfallsto Accurate Evaluation of I nformation

Remember to be aware of these common pitfallsto accurate, objective interpretation of information.
Generalizations

Generdizations are similar to stereotypes. In the stereotype there exists one small kerndl of truth, but that truth does
not tell thewholetale. Relying on that onelittle truth to reach aconclusion distorts the whole truth. In writing, relying
on sweeping generdizations aloneislikely to undermine your credibility. Oddly enough, infact, generdizationsarea
necessary starting point for stating an overview of your basic message. For example:

. Quick Guideto Organizing I nformation

Organization in writing cong s of:

Sorting out from the collected data the essentia information the reader will need.

Devel oping sentences to convey thisinformation.

Grouping these sentences into a series of paragraphsthat develop main ideas.

Arranging the paragraphs into an overd| pattern that showstheir relationship to one another and ultimately
leads to aconclusion.

There areindications that busnessisimproving.
Cindy wants to bake a chocolate cake for Dick.

The chdlengefor the first statement will be to add supporting facts conssting of numerica data, such as recent sdes
figures, surveys of consumer buying trends, and factual proof of additional or resurgent interest in your company's
products or services (possibly including professona opinions from saes representatives and buyers to support saes
or production data). For Cindy's cake, she will soon have to acquire the essential cooking ingredients and utensils
before proceeding. So dthough generaizations can serve asinitial foundations of thought, they can never serve as
conclusive ones aswell without hard, supporting evidence.



This document is created with the unregistered version of CHM2PDF Pilot

Assumptions and I nferences

If you have ever misinterpreted someone's remark or comment (and who hasn't?) and later had to apologize with
"But | thought you meant..." you well understand the dangersinherent in drawing conclusions by way of inference.
The tendency we dl haveto interpret information or draw conclus ons via assumptions and inferences reminds me of
the well-known expression to never judge abook by its cover. Information and appearances can be al too
decaiving. The man you see driving an expensive sports car may or may not be rich enough to afford it. The car might
be rented or may belong to his brother-in-law.

Assumptions and inferences are drawn from whatever information is presumed to be accurate at first glance. Thisin
turn leads to drawing conclusions based on what is suggested or perceived rather than directly stated or proven to be
factud evidence. Similar to generdizations, inferences can be ahelpful first step to the extent they point usin aninitia
direction of possible reasons or solutions for problems or of the relationships among ideas. The danger of relying
solely on assumptions and inferencesisthe likeihood of their pointing us (and ultimately our readers) in the wrong
direction.

Begging the Question
This pitfall occurs when you reedily accept an unproven premise or stlatement as being true. For example:

| don't think our firm should invest in such apoorly managed company.

Further research and investigation may prove that the company in question encountered difficulties for reasons other
than poor management.

Faulty Analogy

Thiserror in reasoning occurs when two ideas with little in common are compared and when it is assumed that if two
objectsare smilar in some ways, they are equd in all ways. For example:

Oversized SUVsmay one day go theway of dinosaurs.
Lauren will make afine bank president because sheis an accountant.

Perhaps SUV s will become obsolete, but not for the same reasons as dinosaurs. How does Lauren's knowledge of
accounting ensure her competency as abank president?

Non Sequitur ("1t doesnot follow.")
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This common error in reasoning results from the assumption improperly drawn and expressed. For example:
a.

Computer manufacturers arelosng money.

IBM manufactures computers.

IBM islosng money.

The problem with this reasoning is apparent. As aresult of what appearsto be alogica conclusion, acompany that
may be the exception to statement "a" isjudged negatively and incorrectly.
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Evaluation Checklist

Answering thefollowing questions will help you accurately assess the information you need to present to your reader:

1.

10.

11.

How much of theinformation | have gathered istruly relevant to the purpose and scope of my
communication?

Have | gathered enough information to address the mgjor issues?

How reliable are the facts? Are they numerically accurate? Have | double-checked the source of these facts?

Arethefactsrecent or dated?

Do the opinions expressed by variousindividuasrelate to the central topic?

Areany opinions s&lf-serving?

Isthere any indication of persona bias?

Were the opinions expressed by experts?

Have | documented al sources of information for future reference and accountability?

Have | exhausted mgor sources of information?

Have | compared itemsthat do not have abasis for comparison?
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12.
Have | properly emphasized opinions, numerical data, and other pertinent details?
13.
Have | organized theinformation in alogica sequence and in order of importance?
14.
Have | drawn false conclusons or overgenerdized ones?
15.

Areadl concdlusions and recommendations fully emphasized?
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Problem-Solving Techniques

A great ded of business writing involves addressing and solving problems. Asaresult, you may be caled upon to
determine, analyze, and offer solutions to one or more problems. Although the nature of the problemswill vary, their
solutions will aways require clear thinking and amethodica gpproach. Also necessary isyour ability to resst the
tendency to overlook information that is contrary to previoudy held notions and persond biases. Otherwise you will
be expressing a collection of subjective opinionsrather than an objective report. A series of problem-solving
questionsthat can help you identify and address any problem in an effective manner follows:

To Definethe Existing or Anticipated Problem, Ask These Questions:

What isthe specific problem or difficulty?
Who or what is being affected by the problem?
Why isthe problem occurring?

What are the precise causes of the problem?

How can the problem be corrected or at least diminished?

To Decideif the Problem Hasa Major or Minor Cause, Ask These
Questions:

Isthe cause smple or complex, obvious or vague?

Can the cause be easily and quickly corrected?

To Offer Solutionsto the Problem, Ask These Questions:
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What kind of solution would prove most effective?

Will the solution require areasonable amount of money, time, ingenuity, or physica effort?

Can the solution be easily implemented? Isit practical ?

What chance does the solution have of succeeding?

Isthe solution immediately gpplicable?

Will the solution be temporary or permanent?

Will there be any resistance by management or other key individuas?

Isthe solution likely to create an additional problem?

If there are severd solutions available, have | weighed their advantages and disadvantages?
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Guidelinesfor Addressing Problems

When attempting to discuss problems and offer possible solutions, following these guiddineswill prove helpful:
1
DEFINE the key problem asyou perceiveit.
DISTINGUISH actua problems from causes and solutions.

Do not offer the solution first: We need to improve customer-service procedures.

Define the problem: We are receiving increasing complaints about customer service,
CONSIDER who, what, where, when, why, how, and to what extent.

SPECIFY causes of the problem.

PRESENT dternative solutions.

SUGGEST the best course of action or solution in your view.
Complex Problems

Complex problems often have more than one cause. A series of forces or conditionsisusualy a work. Y our
difficulty when writing isto decide which of the severa suspected or probable causes are truly responsible for the
problem. For example, consder this:

Md Markey was promoted to manager because he sold more computers than dl other salespersons. His success in
sdleswas surdly dueto hisgood looks, which gppedaled to female customers.

The reason for Md's success may have something to do with the information expressed in the second sentence. Y et
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other factors may account for his success, such as his ability to inspire trust; histhorough knowledge of the various
products; his pleasant, patient, and respectful attitude towards his customers; and hiswillingness to address any
complaints or service problems. Moreover, additiond factors most likely contributed to hisbeing promoted. Mel may
have dways been routingy hel pful to his sales associates, frequently consulted for advice and product information,
asked to train new employees, and ultimately given greater responghbility, all culminating in his being rewarded with a
new title and higher sdary. Because dl these factors are never addressed in theinitid statement, its credibility is
clearly questionable.
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Getting Physical: Designing the Document

Noise pollution can take many forms. In writing, one of the foremost sources of unappreciated noise actually doesn't
make asound yet can become unbearably deafening. Y ou may have often heard that typing an e-mail or other
correspondencein al caps'shouts' your message to your readers. Perhaps thisis so, because the mere size done of
every letter trumpetsitsimportance. Just asin other matters, bigger is not necessarily better, the same appliesto
typeface Sze and sdlection.

Thetrue problem with trying to read al capsisjust that: It'sdifficult. A line or two, perhaps even ashort paragraph,
is fine when you want to emphasize an idea or express awarning. Otherwise, ever since we were in grade school we
learned to read in upper- and lowercase. As adults we continue this practice, and so do the major newspapers,
textbooks, journals, and magazines we read. Even comic book dialogueis printed in upper- and lowercase. Also,
typing wordsin al caps makes primary information indistinguishable from the rest of the text, supporting and
secondary details. What's of mgjor importance? What's not? On the other hand, typing wordsin al lowercase
suggeststhat little or nothing isrealy of much importance. Remember those proverbia English teecherswho said that
anyone who writes the pronoun "i" in lowercase doesn't have much self-esteem? Whatever your thoughts about the
truth of that belief, typing in al upper- or lower-case indicates laziness or sdfish disregard for the reader.

Typeface

Choosing the right type and size will produce correspondencethat is easily read and understood. Asin al other art
and design, in writing form follows function. There are two types of typefaces.

Saif: M
Sans s=if: M

Serif fonts, such as Times New Roman, are easier to read for generd text than sans sevif.
Example
Good morning, Tom.

It was good to hear from you and that you are planning to visit San Francisco thisfall. Martha Graceand | are
looking forward to seeing you again.
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Sans serif typefaceswork best in headings, brief announcements, large display and signs, and any information that
needsto be highlighted.
Example

PERSONAL PROTECTION EQUIPMENT MUST BE WORN BEFORE ENTERING LAB.

Typeface may be mixed for contrast between text and headings, but do so with caution because not dl typefaces mix
well.

Typeface Size (Point)

| am always amazed and amused by the writer who shows me a one-page memo, |etter, or report and proudly
announces, "I got al three pages onto one." My response usudly is, "Great, but who can read it?' Don't make this
mistake. Although your reader may be more apt to want to read a one-page memo, the size of typeface you choose
will affect the readability of your document. Do not try to squeeze al the information onto one pagein an effort to
economize or provide an incentive for reading. No reader will go beyond aline or two if thetext is so smdl it causes
eyestrain. On the other hand, type that istoo largeis dso difficult to read.

This 1s fine for signs
but not for reports.

In generd, a10 or 12 point typeface will suffice.
Line Length

It isbest to keep your line length below 64 characters to ensure readability. Otherwise, thereis atendency for
readersto lose their place.

Margins
Do not fed that you have to justify margins at both ends. Fedl free to align text on the left and leave the right "ragged.”
Paragraph Length

Oneway to avoid creating large blocks of paragraphsisto list information in bullet form whenever possible,
especidly if theinformation is asequence of details or series of procedures. For example, instead of writing:
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Accumulated sick leave is granted to al employees when they are unable to perform their duties because of sickness,
injury, pregnancy, and confinement, or for medical, dentd, optica examination or trestment, or when amember of
theimmediate family is afflicted with an ilIness that requires the attendance of the employee, or when through
exposure to contagious disease, the presence of the employee at his or her post would jeopardize the health of others.

Providetheinformation asalis:

Accumulated sick leaveis granted to al employees when they are unable to perform their duties because of:

Sickness, injury, pregnancy, and confinement.

Medical, dentd, optica examination or trestment.

A member of theimmediate family is afflicted with an illness that requires the attendance of the employee.

Exposure to contagious disease, where the presence of the employee at his or her post would jeopardize the
hedth of others.

. 7 Guiddinesfor the Emphasis of Key |deas

Use headingsto highlight key ideas and larger sections of information.

Place key ideasin opening and closing paragraphs.

Repeeat and summarize main idess.

Place secondary or minor information in an appendix or footnote.

Place additiona white space around text and within tables to achieve greater visua appea and emphasis.

Present important detailsin lists rather than sentences and paragraphs.
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7.

Usevariousfonts, point sizes, underlining, bold face, color, italics, and capita lettersto highlight mgjor topics
of discusson.
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Chapter 5: Don't Obfuscate:
Writing with Clarity and
Precision

Overview

Polonius "What do you read, my lord?"
Hamlet: "Words, words, words."

Imagine recaiving this message from your friendly insurance company:

The purpose of thisletter isto provide information you requested regarding there isin existence a grace period
regarding payment of said medical insurance policy. Please be advised that the aforementioned is of aduration of 10
daysfollowing premium due date previoudy established at the outset of said policy.

How would you react? What curses might you mutter? Would you need to lie down because you suddenly feel
dizzy? Probably both. 1t's hard to believe such sentences could have been created by aliving breathing person for
another person to read. Who could ever imagine such wording was intended to express this Smple message:

After the due date, your medical insurance policy alows a 10-day grace period to submit payment.

Itisdifficult to imagine any writer deliberately setting out to confuse the reader. So why would anyone want to write
such a baffling message? Probably for the same reason the newly rich person believesit essentid to drive afancy
expengve car or livein an oversized manson: how eseto display hisor her newly acquired wedlth for dl to see? Just
as old moneyed folks usualy own ordinary carsthat do not call attention to themselves, so too must writers
understand that there is no need to call attention to the writing aswriting. Thereis even less need to "hit the reader
over the head" with obscure vocabulary or long-winded sentences.
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Talk IsCheap: Show Methe Cash

The Bible offersthiswise advice for writers. "L et thy words be few.” The modern variant of lessis more inwritingis
one of the surest guiddines to successful written communication. Lessfor its own sakeisnot the goal here; rather, it
serves as atouchstone. No writer should ever be brief at the expense of leaving out important details or other data.
At the sametime, | can't imagine anyone arriving at work on aMonday morning, finding a 500-page report on hisor
her desk, and commenting, "I can't wait to read this" Mogt likely the comment would be: "Who put thison my
desk?' or "Do| redly haveto read dl this?'



This document is created with the unregistered version of CHM2PDF Pilot

Words: The Tools of the Trade

If words are the tools or building blocks of our language, then the success of your writing will always depend on the
words you choose to convey your thoughts. Words function primarily to express, not impress. Words are created to
convey meaning, not to advertise an extensive vocabulary. Perhaps the idea of obtaining an impressive vocabulary dl
begins as we make our way from grade school through high school to college. We are encouraged to expand our
vocabularies to become better readers, writers, speakers, listeners, and scrabble players. Thisisdl fine. At the same
time, we need to remember that writing is not a game show where whoever uses the fanciest or most obscure words
winsthe prize. The god isto enable the reader to fully understand our message, not to find our vocabulary
impressive. Our words need to convey the substance of our messages, not the shadows.

Mark Twain confessed, "I never write metropolisif paid the same amount to write city.” So why would you? Y et
despite Twain's sensible gpproach to word choice, I'm not suggesting that smple or familiar words done will carry
the day for you. Even as smple a sentence as this obvioudy conveys more than the writer intended:

Eat Here and Get Gas

Rather, you have to achieve a balanced meaning among your choice of words:

All components are included.

But when it comesto sentences containing whet | perceive as "overbaked" expressions, think twice:
We need to effectuate improvement of our training procedures.

Wouldn't this sentence do just fine?

We need to improve our training procedures.

Anunfamiliar word or expression achieves only two results: Y our reader must consult adictionary before continuing
and, worse, the communication process has been interrupted.

When choosing your words, try to prefer those that are:

Familiar to most readers (limits vs. parameters).
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Secific (call, meet, send vs. get back).

Economical (assist, help vs. provide every assstance).

Note

Always consder your reader's ability or
limitations for understanding technical
words, jargon, and acronyms before
using them. It may be best to limit their
use or to provide aglossary.
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Reader-Friendly Words

If you've ever attended a party and were told to dress casualy but showed up wearing business attire whereas
everyone esewasin shorts and sneskers, you probably began to feel not only uncomfortable but wondered if you
received the sameinvitation. Mogt likely you spent the evening or afternoon commenting to everyone, "Nobody told
me to wear shorts and snegkers.” Thelist on thefacing pageis offered asaguideto avoid "overdressed” writing. The
list isintended to serve as a source of comparison; word choiceis ultimately aquestion of style and individua
preference. Asin other aspects of life, there isno accounting for poor taste, pretense, and pomposity in business
writing, however unintentiona. As Shakespeare's Hamlet once advised agroup of actors, "Suit the action to the
word, theword to the action.”
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Underdressed Words

Thelist on the facing page provides you with aternative word choices for expressionsthat are either verbose or
border on the pretentious. Their common use clearly indicates writers mistaken notions of how written English
phrases should "sound" to impresstheir readers. The result is that some words and expressions arrive overdressed
for the occasion. Y et words can often be underdressed. Writing the way we speak isfine aslong asit fitsthe
purpose of the message and doesn't crossthe invisible line in the reader's mind that distinguishes the acceptable word
from the ingppropriate one. Y ou'l find alist of familiar casua expressions and their aternative counterparts on page

58.
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The Devil Made MeDo It

Think of how many times you use the word make in conversationa speech. Y ou could "make abig dedl of something
or "makealong trip" next summer or "make acake." Who would argue with our employing such an often used word
in our business writing? In most instances the reader would argue, especidly if you used "make" to create an
expression that could have been conveyed through asingle word. On thefacing pageisalist of expressions beginning
with "make" that we dl usein everyday speech but that will hardly be welcome by our readers. Although there's
nothing wrong with writing these longer expressionsin our firgt drafts, reducing them to their single-word forms during
the editing stage will improve the rhythmic flow of your sentences.

Wordy Concise

accomplish the project complete, finish

afford an opportunity dlow, permit, enable
attached/enclosed herewith pleasefind attached/enclosed idare
a an early date of time soon

based on the fact that because

deem believe, think, consider
dueto thefact that due to, because

during the time that during, when

effect modifications modify, change, endeavor, attempt, try
findize conclude

for the purpose of for, to
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fumish provide, send

in addition to the above dso

in the amount of for

in close proximity to near

in the event that if

inapaogtion to can, able
interpose no objections agreewith
involve the necessity of involve
isfoundto be IS

make an adjustment to adjust

make mention of mention, make referencetto, refer
perform an andysis of andyze
predicated upon based upon
present aconclusion conclude
pursuant to according to, by
pursuant to your request asyou requested

raise the question ask
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take under consideration congder
through the use of by, with
wearein receipt of we received
with the exception of except for
Instead of: Use:
about-face reverse

about to ready

back to square one beginagan
bottom line main thought
bring up introduce
brush up on review

by and large ingenerd
cdlon vist

cary thebal be responsible
check over examine, review, come across, discover
come up with create, design

cut out remove, ddete
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ded with address, confront
drop off Odliver

figureon plan, expect

get intouch with phone, vist, write
go over review, examine
handin submit, provide
hingeon depend on

hold up delay

how come why

kegpinmind remember

put off postpone, suspend
run across meet

turn out produce, happen
wipe out diminate
"Make" expressions Single-word expressions
meake an estimation of edimate

make areport to report
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make astudy of Sudy

make adecison to decide

make adrawing of draw

makealist of lig

make an examination of examine

make a preference of prefer

make an approximation of approximate
make the acquaintance of mest

meake an evauation of evauae

make atrip to travel

make an observation observe

make adisturbance disturb
make a nuisance of annoy

make areferenceto refer

make a point of point to, emphasize
make a phone cal telephone, phone

make an improvement improve
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make an objection

make acaculation

make anotation

make arepair

make arequest

make a correction

make a suggestion

make a payment

make areturn

make acollection

object

cdculae

note

repair

request

correct

uggest

return

collect
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Redundant Words and Expressions

If you were charged twice for the same item the next time you shopped at your loca supermarket, you would not be
happy. In writing, the same holds true when you use redundant words and expressons. Y ou're writing it twice and

the reader isreading it twice. What's the point? Emphasis? Perhaps, especidly in speech when we want to
underscore an idea. More likely we hear and see those words so often we cometo think they'refine. A list onthe

facing page shows the more common ones you would do well to avoid writing.
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You Can't Buy Class: Euphemisms

All the money in the world can buy fancy clothes, fine furniture, and exotic cars, but it can't buy class. That's never for
sae, but something you're born with or acquire ingtinctively as aresult of your own innate good taste and sense of
style. The same rule applies to the words we choose. Unless you're Woody Allen, you'd probably never get away
with wearing sneakers with atuxedo. Y et that's just what writerstry to do when using wordsthat don't fit the
occasion, are overly formal, or worse, are intended to hide the true meaning of their message.

Euphemisms are expressonsthat serve to transform an offengve or tactless words or references into inoffensive and
agreeable ones ("physicaly chalenged” for "crippled"). Paliticaly correct terms are euphemisms designed as
acceptable subdtitutions for rude, insulting, and archaic ones ("Native American” for "Indian”). Euphemisms can a'so
hide seemingly smple and straightforward words behind deceptive or overly complex ones ("downsize" for "layoff").
Euphemisms often assume astrained quality, asif trying too hard. For example, you are attending a party and the
host asks, "May | bring you a libation?'there's agood chance you will respond with aquizzica ook or perhaps
laugh outright, resulting in your not getting anything to drink because your host has responded by demanding you
leaveimmediately!

Euphemisms can dress up an embarrassing or awkward Situation or disguise anegative one. For example:

The company experienced a net profits revenue deficiency this quarter.

Avoid: Instead, Use:
absolutdly nothing nothing
advance forward advance

and dso (either word)
assemble together asemble

at the present time at present, now
attach together attach

basic and fundamenta (either word)



brief in duration

but nevertheess

circlearound

close proximity

continueon

cooperate together

descend down

disappear from sght

during thetime

each and every one

empty out

end result

exactly the same

first and foremost

fewer in number

following after

give an estimate of
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brief

(erther word)

cirde

near

continue

cooperate

descend

disappear

during, when

each, every one

empty

result

thesame

(either word)

fewer

(either word)

esimate
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greenin color green

in the amount of for

in the state of New Y ork New York
largeinsze large

nest in appearance nest

plan ahead plan
reduce down reduce
resume agan resume
return back return
round in shape round
seven in number sven
thanks and appreciation (either word)
truefact fact
universal theworld over universd
very unique unique

In other words, the company lost alot of money.

Or euphemisms can dress up aplain old used car by advertisng it as pre-owned or a cemetery for your dearly
departed pet as a memory garden. So why do people use words and expressions that inhibit their messages?
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Perhaps because using them makes us fed important or we imagine the fancy words and expressions will convey our
intelligence, educational background, or professiona ability without doubt to our readers. Y et language should not
cal attention to itself for the sake of attraction aone. Instead of the broad gestures and flourishes of the stage actor in
areviva of al7th-century French farce, perhaps word preference should be similar to the subtlety used by the most
skillful of film actors. Eighteenth-century poet Alexander Pope expressed thisview:

"Words arelike leaves, and where they most abound, much fruit of sense beneath israrely found.”

Hereisabrief ligt of some common euphemisms and their meanings. For an up-to-date list, smply consult any
newspaper or magazine or pay attention to the next politica, military, corporate, legd, or academic announcement

you hear on television or radio.
Euphemism M eaning
access controller doorman
dtercation fight
directive memo
fadlity building
patron customer
perpetrator cimind
peruse read
sanitary engineer garbage collector
visud survallance Fying
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Familiarity Breeds Contempt: Cliches

We use cliches every day in our speech. These expressions are colorful and often appedling in their economy and
ability to convey an image or description of an emotion or Situation. Someone may be "green with envy" or "cold as
ice" or "busy asabee" A story may be "too funny for words." Similar to redundant expressions, clichesin speech do
little harm. In writing, cliches suffer the fate occasioned when the familiar becomes contemptible. Y our reeder has
heard and read these expressions so often they tend to "bounce of f* the reader so swiftly they lose their appedl .
Clichesin businesswriting ultimately diminish the strength and effectiveness of your message.

Here are some commonly used cliches:
| Between arock and a hard place.

Bark up thewrong tree.
Carry the bdll.
Thisday and age.
After dl issaid and done.
Burn themidnight oil.
Onthebdl.

By leaps and bounds.

Sowly but surdly.
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Better late than never.

Last but not least.

(< reeviovs [ e
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When in Rome: Regional Words and Expressions

Thefirg timel visted a Chicago restaurant, | asked the waitresswhat kind of sodawas offered. She answered, "We
have sdtzer or club." She must have noticed the dumb expression because she quickly added, "Do you want a Coke
or some other pop instead?’ In the Midwest, the regiona term for asoft drink such asa Coke or root beer is pop,
but I didn't know that. In my travels| soon learned that if you order coffee"regular” anywhere other than New Y ork,
the waiter will ask you to clarify your order. Y ou might have to explain you want your coffee with cream and sugar.

Word Definition
beignet French-style donut (New Orleans)
binder rubber band (Minnesota)

Cape Codder cranberry juice and vodka (New England)
cork ball basebal (St. Louis)

crank up the car gart the car (South Carolina/Georgia)
dinner midday med (North Caroling)

ground hackey chipmunk (Pennsylvania)

hippen digper (Tennessee)

|ater goodbye (Maine)

pop soft drink (Chicago and elsawhere)
despin overdeep (Pittsburgh)

hero sandwich on Itaian or French bread (New Y ork)
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ub sandwich (Boston)

grinder sandwich (Rhode Idand)

hoagie sandwich (Pennsylvania)

po' boy sandwich (Texas and Georgia)

soda soft drink (New Y ork)

tadpoles people (Mississppi)

thundering herd pot of beans (Texas)

tolerable farly well (North Caroling)

truck room storage room (Pennsylvania Dutch country)
unsweetened no sugar, usudly in iced tea (the South)

In the Brooklyn neighborhood of my childhood, we aways used the expression Italian heroes for sandwicheswe
ordered for lunch, but in other parts of the country the term is sub, hoagie, or grinder. Thefirs timel taught a
seminar in Minneapolis some participants approached me at lunchtime and asked, " Do you want to come with?' to
which | confusingly responded, "Go with? Where?' In the degp South, people may be fixing to do some chore or
refer to someone as bragging on something rather than bragging aboui.

All of these are examples of regionaisms, words and expressions particular to a specific geographic region in the
United States. Theseregiona expressions are often colorful, humorous, or imaginative congiructions. Remembering
to avoid using thesetermsin daily businesswriting is not an issue of correctness but of occas oning confusion among
your readers. When writing casual messages within your company, you may choose to routingy use aregiona
expresson. Infact, many writers are not aware the expressions they may use have geographic limitationsin terms of
meaning. When writing e sewhere in the country, it isbest to use sandard English expressions. A list of regiond
expressions appears on page 64.
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Action Words

Use these words to convey strength, control, and confidence.

accomplish

approve

asggn

assd

daify

complete

conduct

contribute

control

create
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demondtrate

develop

direct

diminate

enable

edablish

examine

expedite

facilitate

formulate

generate

guide

identify
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implement

improve

intiste

influence

invedigate

mantan

moderate

monitor

motivae

negotiate

organize

perform
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permit

plan

produce

provide

recommend

reduce

restore

resructure

revise

revitdize

shepe

Dlve

dreamline
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grengthen

upervise

tran

mm
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A WordtotheWise

With respect to word choice, perhaps the comic writer James Thurber said it best:

"A word to thewiseisinsufficient if it makes no sens”

[Crrevious [nesr o
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Chapter 6: Leave Out the
Commercials. Let the Sentences
Sell the Message

Overview

"The love of economy isthe root of all virtue. "

George Bernard Shaw

Commercials on televison or the radio can be viewed as ether clever, entertaining, and informative or insulting,
ridiculous, and annoying, or perhaps both. Commercidsin writing are fancy or unfamiliar words and terms or
long-winded sentences that interrupt the reader's ability to follow or understand your message. For the most part,
they need to be avoided. Even though you are often trying to "sell" an ideain daily business correspondence, why not
let precise words and clearly expressed sentences do the "sdlling”?

In creating your first draft, construct short, ssmple sentences, with each expressing oneidea. Later you can transform
these sentencesinto longer or more detailed ones. The benefit of limiting each sentence to oneideawill help you
focus on theindividual partsthat need to be assembled into a cohesive whole. If you've ever built amodd plane,
ship, or car you know thét first you have to assemble the various sections piece by piece before putting them dll
together. The same holds true for the sentences you construct.

Y our firg atempt might result in arambling sentence such asthis:

In order to make amanud aswdl-written as possible, awriter should, before he or she beginsto write, consider the
key steps or procedures essential for the user or operator to understand.

Upon second thought, you decide this revised version clearly states the focus:

When preparing amanual, the writer must consider the sequence of procedures.
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Variety Isthe Spice of Sentence Structure

Expressing your messageinitidly by usng smple sentenceswill help you focus on individual key details and concerns.
Y et aseries of Imple sentences aone can result inadull, choppy rhythm:

John is acompetent manager. He often achieves hisgoals. He should be promoted.
Rather, these ideas can be combined to produce amore graceful flow of idess:
John, acompetent manager who often achieves his gods, should be promoted.

Effective sentences are varied according to length and congtruction. All sentences need not begin with the, a, an, it,
there, or here because the reader will soon weary of the monotonous repetition. The best sentences combine or
interweave precise words and well-constructed phrasesto create graceful, flowing rhythmic thought patterns.

Length

Sentences that average 10 to 20 wordswill convey your thoughts most effectively. Of course, shorter length doneis
no guarantee of clarity. Still, sentences of 25 words or more have a greater tendency to confuse and disorient your
reader or delay your message.

For example:

| would appreciate it very much if each of you remember that if there are any future occasonswhen it is necessary to
bring matterslike this regarding refunds to my attention to send your message to the Customer Service Department
with a copy to me rather than sending the message directly to my attention. (55 words)

A sentence such asthis contains quite afew "commercias' that make the reader's journey longer than it needsto be.
If timeis money, both writer and reader are paying too much. Simply stated, the message could read:

Please send al future messages regarding refunds directly to Customer Service and forward a copy to me. (17
words)

Sentence Structure

Combining short sentencesinto graceful onesisonly one of anumber of helpful considerations you need to bear in
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mind when congtructing sentences. These techniquesinclude:

Prefer Activeto Passive Voice

Poor passive voiceis so often maligned by writing ingtructors. Even grammar checkers consstently dert usto the
dangerous presence of a"passive construction.” So what's so bad about passive voice and just what isit? Thetruth is
that there's nothing wrong with passive voice. Rather, it's a question of when and how to useit. Anyonetrained in the
technical professionslearned to appreciate the value and preference for passive voice sentences to convey objectivity
in reports, tests, and other studies. The engineer learned to write A problem was found"” rather than "1 found a
problem" to avoid using the pronoun "I and to convey information from a distance, so to speek, that underscored the
vaidity and objectivity of hisor her observations.

In active voice, the emphasisis placed on the subject or doer of the action:

The manager wrote the report.

The active sentence is constructed according to basic English subject-verb-object sentence structure. Passive
reverses the order and places the emphasis on the recipient of the action:

The report was written by the manager.

Both active and passive voice sentences are grammaticaly correct. It's aquestion of which oneis most appropriate
to the purpose and tone of your message.

Passvevoiceisbest used when:

Y ou want the reader to focus on an activity or occurrence rather than who or what caused it to happen:

Procedures have been written to ensure safety.

The doer isunknown:

The copy machineis broken.

Y ou don't want to assign blame:

A migtake was made in processing the data.
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A processis described:

The powder is added to the mixture.
Note
When writing instructionsfor the
operator or user, dways use active

voice and placethe verbsin the
beginning of the sentence for emphass

Insert the card.

Do not write the weaker and less direct sentence;

The card isinserted.

| have often visudized active voice sentences as being Smilar to the quickest auto route, be it by highway, turnpike,
or freeway. Passive voice, when appropriate or well constructed, isthe scenic route. It takes alittle longer to get
there but it'sworth it for the scenery, restaurants aong the way, and historic sites. Poorly written or unnecessary
passive voice represents the long way: congtruction, stop Signs, traffic lights, raillroad crossings, and so forth. You
would never want to write (or read) this sentence:

Y our |etter has been answered by me.

Thisiscertainly passive voice a itsworst. Remember that active voice sentences have greater vigor and often use
fewer words to express your thoughts. When attempting to transform passive into active voice, ask yourself who or
what is doing something and begin the sentence with the answer.

PASSIVE: The project was discussed by the supervisors.

ACTIVE: The supervisors discussed the project.

Expose Camouflaged Verbs

Verbs sometimes hide from your readers when introduced by other verbs such as make, do, give, take, perform,
provide, have, and be:

Marthawill take under consideration the proposal.
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Thetrue verb (consider) is hidden by the helping verb and the sentenceislonger than it should be:

Marthawill consider the proposal.

Shorten Prepositional Phrases

Y our sentences may include phrases that begin with prepositionssuch asin, for, to, on, with, above, and others.
One way to tighten the structure is to shorten these phrases to single words. Instead of writing:

We are extending overtime in view of the fact that we need to complete severd projects.

Try:

We are extending overtime because we need to complete several projects.

Use Adjectives and AdverbsInstead of Phrases

Y ou may recal that adjectives describe nouns (people, places, things) and adverbs describe or modify verbs.
Whenever possible, your sentence structure will benefit from transforming phrasesinto adjectives and adverbs. For
example, ingead of writing:

We have made reductionsin the costs of our operation.

Whenever thereisadeadline, Victor writesin aquick way.

Try:

We have reduced our operating (adjective) costs.

Whenever thereisadeadling, Victor writes quickly. (adverb)

Delete Unnecessary Articles, Prepositions, and Pronouns

Articles (a, an, the), prepositions (of), pronouns (it), and indicative words (there, here) can often be deleted from
phrases and sentences where they servelittle purpose. Instead of writing ""many of the companies' or “the use of
technology alows," try "many companies' and "technology alows." Rather than "It was our research department that
provided the data," you could state, " Our research department provided the data.”
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Y ou might ask what's so val uable about removing one or two brief words. The answer isthat you achieve greater
economy of expression even though nothing dramatic has been changed. Y et smilar to the smal monetary change
you may tossdally into ajar, smal changesin sentence structure can add up to improved flow of ideas.

Maintaining Balance and Importance: Coordinate and Subor dinate | deas

In our lives, we often understand the vaue of relationships, whether personal or professond. Sentences dso contain
elements or detailsthat have relationships. It helpsto be aware of opportunities for constructing sentencesin which
theideas are coordinated (equa in importance or value) or subordinated (oneideais more important or dependent
upon another for its meaning).

Sentence ideas can be coordinated by using connecting words and expressions such as and, or, but, either...or, and
neither... nor.

Sentences Before Coordination:

The manager is seeking grester understanding of his assstant's concerns. The assistant wants the manager to
understand her needs.

After Coordination:

The manager and his assistant seek better understanding of each other's needs.

Now the manager's and ass stant's needs and expectations are expressed with greater balance and economy.

Sentence e ements can be subordinated by using words such as after, when, while, if, since, although, through,
before, until, whether, unless, and because at the beginning or middle of a sentence.

Before Subordination:

Jack felt anxious about the interview. He knew he had a good chance of getting the job.

After Subordination:

Jack felt anxious about the interview athough he knew he had agood chance of getting the job.

Subordinating Jack's belief in his ability to obtain thejob to his anxiety underscores the prevaence or power of his
NErVousNess.
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Maintain Parallelism

Pardleism refersto agrammatica balance or structura consistency of various eements within your sentences.
Sometimes the problem lies with the verb tenses or perhaps mixing active and passive voice in offering instructions or
presenting alist that aternates between fragments and complete sentences. When you read a sentence lacking
pardlelism, you get the feding that something is not quite right or that something impedes the smooth flow of
information. Here are some examples of sentences containing nonparalld eements:

1.

Derek has many hobhbies. He likesto build modd airplanes, racing vintage cars and collects arrowheads.
Paulaisan intdligent, dedicated manager who is aso cooperdtive.
In thefirst sentence the verbs are not cons stent; in the second the adjective aone will suffice and needs to be placed
before the noun it describes.

1.

Derek has many hobbies. He likesto build model airplanes, race vintage cars and collect arrowheads.

Paulaisan intelligent, dedicated and cooperative manager.

Don't Be Ambiguous

In our daily conversations, whenever we sense doubt or confusion in the listener's mind we can aways explain our
meaning. Usudly we say, "In other words..." or "What I'm trying to say is..." or "Let me draw you apicture.” In
writing there's no opportunity to explain oursalves. Y our readers either understand you or they dont. It'sal or
nothing, and the odds are againgt you, S0 you need to be aware of ambiguous sentences. The problem isthat
sometimes we don't see the possibility for confusion or interpretation because to usdl is clear. So we may write:

The cost of the printer only was $100.

At firgt glance you may seelittle problem with this sentence. However, it can be interpreted in two ways. Are you
saying that the printer alone, exclusive of al other equipment, cost $100 or that the price of the printer was $100?
Whichever thought you want to express, the sentence must be rewritten to express either:

The printer cost only $100.

Or
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The cost of only the printer was $100.

In speech, meaning is conveyed through the voca emphasis we would place on the word only but inwriting the
reader can't hear the distinction. Even though the intended meaning of each sentence may be clear to us, we often
haveto ask oursalvesif any sentenceis proneto interpretation. If so, revise the sentence to remove that possibility.
Sometimes the task may prove daunting, asin this sentence:

Jane told Barbara her handbag has been stolen.

Whose handbag was stolen? Can you redly tell? When you suspect a sentence may be inclined to expressing adua
meaning, ask two peopleto read it and offer an opinion. If they differ or ask, "Isthiswhat you'retrying to say?" it's
time to rewrite the sentence by beginning in your own mind with these words. "What I'm redlly trying to say hereis...."

To Generalizelsto Err and Confuse

Generdizations are comparable to Sereotypes. There may be some small truth inherent, but that is not enough to
present the full picture. In fact, upon closer examination, we often discover that all stereotypes present distorted
images of people and events. The success of your writing can be measured by your ability to progress from the
generd to the specific and from the abstract and vague to the concrete. Generdizations, such asthose presented in
this sentence, can only lead to confusion for your reader:

A mgjority of our customers preferred the new software.

Just how large was that magjority? Fifty-three percent? Seventy-five percent? Ninety percent? Also, which new
software do they prefer? The writer who sent this sentence to his manager no doubt received one back, asking these
questions.

Fragments, Comma Splices, and Run-On Sentences Are No-Nos

In everyday conversations we often use fragment sentences to convey our thoughts. If someonein our office asks,
"Where are you going?' we might answer, "To get coffee”’ or "Downgairs' or "Mary's office.” In most instances, we
have little trouble understanding fragmentary speech. Also, in speech we don't pronounce punctuation marks. Rather,
our pauses or rhythms of expressions provide the commas and periods. When were excited or in arush our ideas
are expressed through runaway sentences, long interconnected thoughts that often flow breathlesdy. Writing,
unfortunately, does not welcome any of these manners of communication. Writing, or rather your reader, ingsts upon
complete thoughts.

Y ou may ask, isthat s0? Then how isit that dmost daily fragment sentences can be found in the most renowned
newspapers and magazines? So why can't you do it? Well, you can. No one can truly stop you. After dl, the use of
fragmentsin those storiesand articlesis surely attributable to editoria or, in the writer's mind, poetic license.

Fiction writers may use fragments for atmospheric or redigtic effect. In red life no one speaksin complete, perfectly
congtructed sentences. Still, you would be wise to avoid the following given the likelihood that your reader or



This document is created with the unregistered version of CHM2PDF Pilot

reviewer does not fed inclined to granting you editoria or poetic license.

Fragment Sentence

Fragment sentences lack a subject, verb, or phrase to complete athought.

Example

A fineidea. (no subject or verb)

Correction:

Y our suggestionisafineidea

Example

Bob been promoted to supervisor. (Missing hel ping verb)

Correction:

Baob has been promoted to supervisor.

Example

While you were out.(missing phrase)

Correction:

While you were out, your Sster called.

Comma Splice Sentence

Comma splices occur when two independent compl ete sentences are joined by acomma and not followed by a
conjunction (and, or, but, for, so, nor, yet) rather than asemicolon or separated by a period. (See Appendix B for
Guiddinesto Punctuation.)

Example
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Alexisisbusy writing areport this morning, after lunch, she can meet with you.

Corrections,

Alexisisbusy writing areport this morning, but after lunch, sheiscan meet with you.(Add a conjunction after the
comma.)

or

Alexisisbusy writing areport this morning; after lunch, she can meet with you.

(Place a semicolon between the sentences.)

or

Alexisisbusy writing areport thismorning. After lunch, she can meet with you.

(Place a period between the sentences.)

Run-On Sentence

Run-on sentences lack any punctuation and are among the most troublesome of all, because your reader has no idea
where ideas begin and end.

Example

We have decided that our policies and procedures are confusing therefore we have decided to revise them we need
your input regarding what you find confusing, please let usknow.

Correction:

We have decided that our policies and procedures are confusing. Therefore, we have decided to revise them. We
need your input regarding what you find confusing. Please | et us know.
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Sentence Structure

The best sentences combine smplicity of expression with a certain amount of sophitication. Here are some pitfalsto
avoid:

The Overuse of the Word and to Connect Too Many | ndependent
Sentences

Either place periods between the sentences or rewrite them to condense the information.
Example

Judy isavery fine organizer and she has avery good sense of time management and her ability to relate to peopleisa
definitetalent and | believe she isthe person who will best represent our organization at the conference next month.

Revison:

Judy isavery fine organizer with avery good sense of time management. Because her ability to relate to peopleisa
definitetalent, | believe sheisthe person who will best represent our organization at the conference next month.

Double Negativesto Prevent Confusing Your Readers

Example

It isnot unwise of Sandy to decide not to change the supervisor's observations.
Ordering the new software is not unnecessary.

Revison:

Sandy iswiseto avoid challenging the supervisor's observations.

Ordering the new software is necessary.
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Separating Related Parts of Compound Verbs

Example

Charlie decided, even though Connie objected, to go bowling instead of to the opera.
Revison:

Even though Connie objected, Charlie decided to go to bowling instead of to the opera.

Dangling Participles (Beginning a Sentence With an " -ing" Phrase
Unrelated to the Words That Follow

Example

Drinking a cup of tea, the doorbell rang.

Revison:

| was drinking acup of teawhen the doorbell rang.

Sentences Beginning With Infinitive Phrases (to Play, to Write, and
So on) That Result in Awkward Structure and Confusion

Example

To return the package quickly, asmall fee was charged.
Revison:

The shipper charged asmall feeto return the package quickly.
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High-Strung Sentences

Just as high-strung people can be difficult to get dong with, o can sentences that contain too many descriptive words
strung together in uninterrupted sequence. For example:

Themanua explains Distribution Center management personnd training.
We have decided to use atraining needs planning summary survey.

Sentences with these strung-together words challenge your reader to untangle the words and sort them into a
coherent order by way of intellectua cut-and-paste work. By using connective articles, prepositions, and pronouns,
the revised sentences will read:

The manua explainstraining of management personnel in the Distribution Center.
We have decided to use asurvey to plan and summarize our training needs.

Which sentences would you rather receive?
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Building Blocks of |deas. Paragraphs

If words are the toolsthat "build" sentences, paragraphs help to arrange your ideasinto "building blocks' of
information. Paragraphs, often defined asindividua units or sections of thought, help you expand and develop your
idess.

Introductory Paragraphs

Good introductory paragraphs state your main idea, focus, purpose, or need. Introductory paragraphs are smilar to
first impressions. Keep in mind that if you don't get the reader’s attention in the beginning, you may not get it at dl.
When we read abook, attend amovie, or turn on the television or radio, consider how important the beginning is,
whether thefirgt pages or the first few minutes of the film or program or broadcast. If we don't find what we see or
hear interesting, we place the book aside, ask for arefund at the theater, or change the channel or station.

Y ou don't want your reader to change channels when it comesto your writing.
Example

The purpose of this series of workshopsisto provide you with the concepts and theories to develop marketing and
management strategies for selected markets for our products and services. Although these markets have their
particular requirements, in generd, aclearly articulated and focused marketing Strategy is required to serve these
markets effectively and profitably.

Supporting Paragraphs

The opening paragraph is followed by supporting details or data that elaborate on your initia point of interest or
central idea These consst of examples, figures, numerica data, dates, observations, file numbers anything that
expands, explains, or offers support to your message. The ideas must flow smoothly from the opening to middle to
concluding paragraphs. Sentences and paragraphs have relationships that must be indicated.

Example

Marketing is defined as detecting and meeting customer needs a a profit. Asyou develop amarketing strategy, it is
important to think in terms of what our unique products and services can offer. If your marketing efforts areto be
successful, they must address the needs of the buyer. For this reason, the market planning and management
processes that you will be learning in these workshops will focus on waysto help you develop amarketing strategy
that emphasi zes accurate assessment of the customer's needs. For this series of workshops, you will be divided into
severa work groups, each of which will be responsible for developing astrategy for adifferent market, product, or
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srvice.
Directional Words. The Highway Signs of Writing

Imaginetraveling cross country by car along a highway with many entrance and exit ramps but no signs. How would
you know where to get off? The same appliesto paragraph structure: Y ou need to provide directions to your reader
that advise of where some ideas begin, round a curve, proceed uphill, change direction, or end. Thefollowing list of
trangition or directiond words and phrases can serve asthe highway sgnsto your writing. They will help you initiate
your thoughts and provide transitions and continuity among sentences within a paragraph or among the paragraphs
themsdves.

To Indicate Comparison, Reversal, or Limitation:

but.

however.

neverthdess.

on the contrary.

on the other hand.

conversdly.

yet.

dlthough.

even though.
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Examples

Michael wantsto attend an opera, but Margo prefers to see a Broadway comedly.

Daveis, on the other hand, a superb manager.

To Indicate Addition and Continuity:

aso.

moreover.

in addition.

in the same manner.

furthermore.

likewise.

amilarly.

Examples

Vinny isamusician and hisbrother isalawyer.

We are, in addition, planning to buy ahouse in the country.

To Indicate Time Order or Sequence:
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firg.

beforesfter.

subsequently.

consequently.

concurrently.

currently.

|ater.

Soon.

immediady.

then.

last.

Example

Before you begin writing the report, first you need to establish your purpose, then consider your reader, and last
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decide upon the centra focus of your study.

To Indicate I nstance or Example:

for example.

for instance.

in particular.

ingenerd.

Example

Thefilm Jeremy directed recently, for example, clearly shows histaent for comedy.

To Indicate Emphasis:

infact.

primaxrily.

sgnificanty.

most important.

indleed.

certanly.
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undoubtedly.

Example

Pamelahas, in fact, ready expressed her support for the new program.

To Indicate Conclusion or Consequence:

firgly.

in concluson.

asareault.

eventudly.

therefore.

insummary.

incodng.

Example

We are, therefore, confident the new procedures will lead to improved customer service.
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And So: Concluding Paragraphs

The closing sentence compl etes the thought or serves as atrangtion to the next paragraph.
Example

At the end of the last workshop on Friday, each group will present a summary and visua presentation of its strategy
to the other groups and senior management. In addition, after the training program each group will be responsible for
preparing awritten presentation for senior managersinterested in the various workshop topics.

Paragraph Length

Writing qudity is difficult to quantify and so too are the lengths for paragraphs. Some editors suggest five to seven
sentences; others suggest no more than 100 words; sill others believe afifth or quarter of apageisasensblelimit.
Another theory isto measure your paragraphsto seeif they exceed two inches. There's no one best way. Just
remember that in genera paragraphs need to begin with a sentence that conveys amain idea or important detail or
element of your message.

Example of a Developing Paragraph

First Version

Coronado & Company isaleading nationwide provider of diagnostic imaging services and operator of
state-of-the-art mobile diagnostic imaging systems and related outsourced radiology servicesin the United States.

This paragraph offersafairly straightforward description of the company's services. The reader is provided with
genera information about the company and no more.

Second Version

Coronado & Company isaleading nationwide provider of diagnostic imaging services and operator of
state-of-the-art mobile diagnostic imaging systems and rel ated outsourced radiology servicesin the United States.
The company primarily provides MRI systems and services aswell asfull-service management of imaging operations.

This version adds descriptive information that provides the reader with specific details about the equipment and
sarvices, therefore extending the range of theinitia opening statement.

Third Version
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Coronado & Company isaleading mobile MRI (magnetic resonance imaging) service provider in the United

States. The company primarily provides MRI systems and services to hospitals on a mobile share basis and operates
MRI fixed site units on hospital campuses. Coronado & Company's services alow hospitalsto gain accessto
advanced diagnostic imaging technology and va uable technical support services without having to invest in equipment
and personndl.

Thisverson offersamore comprehensive view of the company. The opening now includes adefinition of the
acronym MRI and aclosng sentence expressing the financial and staffing benefits the company's services offer to
hospitals.
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Paragraphs. Divide and Conquer

Uninterrupted blocks of information can easily overwhem your reader. Alwayslook for opportunitiesto divide the
information into segments or components. Smaller pieces of information are often easier to digest and alow your
reader to more readily absorb the information. For example:

GSP Wirdess, Inc. isthe largest provider of mobile phone equipment and services in the South. The company hasa
strong presence in dl of the southeastern and western states from North Carolinato Floridato Arizona. Currently,
GSP Wirdless enjoys a 5-percent market share and is expected to increase with future acquisition of smaler,
lesser-known competitors. GSP Wird ess has a strong name recognition and reputation for quality equipment and
exceptional service. The company isthe largest operator of state-of-the-art wireless phone equipment and services
compared to its competitors. GSP Wireless has substantia financial flexibility and accessto lower-cost capitd to
expand its market base, engage in product research and devel opment, and offer service plansto meet awide range
of customer needs and budgets.

Although the passage is generdly readable, the amount of details combined with itslength resultsin information
overload for the reader. Dividing this passage into smaller paragraphs produces amore ble format:

GSP Wirdess, Inc. isthelargest provider of mobile phone equipment and servicesin the South. The company hasa
strong presencein dl of the southeastern and western states from North Carolinato Floridato Arizona. Currently
GSP Wirdess enjoys a 51-percent market share, which is expected to increase with future acquisition of smaler,
lesser-known competitors.

GSP Wirdess has a strong name recognition and reputation for quality equipment and exceptiond service. The
company isthelargest operator of state-of-the-art wirel ess phone equipment and services compared to its
competitors.

GSP Wirdless has substantid financid flexibility and strength due to surplus cash flow and access to lower-cost
capital to expand its market base, engage in product research and devel opment, and offer numerous service plansto
meet awide range of customer needs and budgets.
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Play the Numbers Game

Whenever aparagraph containsalist or sequence, you can highlight that order of information for your reader smply
by changing the structure of the paragraph from a series of sentencesto anumbered list of phrases, sentences, or
smaller paragraphs. For example, if you were describing the investment merits of acompany to potentia investors,
your first draft may present the information in this manner:

| nvestment Merits

These following aspects allow Good Fun Industries considerable advantages over its competitors. Acquisitions have
played asignificant role in the Good Fun Industries growth strategy, emphasized by arecent agreement to acquire
LPN Foodsfor $45 million, which will increase sales volume. Good Fun is capitalizing on itsleading position by
seeking growth through acquisitions, by offering internationa food products, thus extending its customer base. The
company is reducing cogts by obtaining higher purchasing discounts and consolidating warehouse facilities. Good
Fun's market share is 43 percent, which is approximately the size of itstwo next competitors combined. Other
grengths include nationaly known strong name recognition and reputation.

. 10 Guiddinesto Construct Better Paragraphs

Wil-congtructed paragraphs result in easier reading for your readers. Paragraphs help your readers"digest” larger
measses of information that otherwise might be overwheming in complexity of thought, amount of supporting details,
or length. Here are 10 guidelines to congtructing effective paragraphs.

1.
Focus on one main ideain each paragraph.
State the topic or focus of each paragraph in the opening sentence.
Include only relevant or illustrative supporting details.
Prefer shorter (3 7 sentences, 100 125 words) to longer paragraphs (one-half page or more).

Vary thelength of paragraphs within each page or document.

Uselinking words or phrases (however, for example, therefore, next, most important) to ensurea
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smooth trangition among sentences and paragraphs.
Repesat key words and ideas to enhance emphasis and importance to your readers.

Use various patterns of thinking and writing such as problemy/solution, cause/effect, comparison/contrast,
time order to convey logica organization of idess.

Present ideasin terms of individua "building blocks' of information.

10.

Revised Verson

Use numbers or |etters within parentheses before sentencesin paragraphs that list information in sequence.

Thefollowing aspects alow Good Fun Industries cons derable advantages over its competitors:
1.

Acquisitions have played asgnificant rolein the Good Fun Industries growth Strategy, emphasized by a
recent agreement to acquire LPN Foods for $45 million, which will increase sdlesvolume.

Good Funiscapitdizing initsleading position by seeking growth through acquisitions, by offering
internationa food products, thus extending its customer base.

The company isreducing costs by obtaining higher purchasing discounts and consolidating warehouse
fadlities

Good Fun's market share is 43 percent, which is approximately the size of itstwo next competitors combined.

Other strengthsinclude nationally known strong name recognition and reputation.
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Chapter 7: Who do You Think
You are? Tone and Style

Overviaw

"Syle is the dress of thoughts.”

Lord Chesterfield

"Proper wordsin proper places make the true definition of style."

Jonathan Swift

"When we come across a natural style, we are surprised and delighted; for we expected an author, and we
find a man."

Blaise Pascal

How often have you overheard someone complain, "It's not what he said but how he said it. Who does he think he's
talking to?' Tone of voiceis an important factor in our professiona and persond relationships. When you neglect to
use the appropriate tone in speech or writing, you undermine your reader's ability to respond with a positive or open
atitude to your message, no matter how important or logica or persuasive its content. In the sets of sentences that
follow, notice how your response to each sentence differs according to its tone of voice.

la Wefed no further obligation to assist in this matter.

1b. We have provided al the help we can regarding this
matter.

2a. Y ou have clearly failed once again to understand themain

pointsin my memo.

2b. | need to explain severd key pointsin my memo.
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3a Wetold you and we repeat we have no interest in your
invention.

3. Thank you for offering to sell usyour invention.
Unfortunady, the benefitsit provideslie outsde our daily
production needs.

Unless you're amean-spirited person, most likely you appreciate the second sentence in each set duetoitsless
negative, and hence, more professiona tone. The first sentences indicate stubborn noncompliance to arequest,
dissatisfaction, annoyance, and irritation, not the most welcoming of feglings directed to the reader. Y ou will find that
generaly people will respond positively to incoming writing even when they are feding stressed or angry, provided
the messageis not openly hogtile or confrontational. The "partly sunny” day isaways moreinviting than the " partly
cloudy" one.

It'sdl aquedtion of attitude. Telemarketers advise their staffsto keegp amirror in front of their phones and to smile
into it before diaing potentia customers. The theory isthat the listener can hear more from the tone of your voice
than thewords. If you forgot to sign a credit-card application, you would most likely rather learn that "\We need your
sgnaturein order to processthis gpplication.” rather than "Y ou failed to sgn the application.”
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Feelings

Emotions can eadly intrude upon the most Ssmple messages. Some people can send us letters and e-mail messages
that are clearly hostile or nasty and tempt usto respond in kind. At times maybe we should. How would you fed if
you received this message?

Whose job do you think you can do better? Mine or yours?

Most likely you'd fed like socking the person who sent it. There are certainly people who can push us over the edge
of civilized decorum. The question is how to respond to them. In this case, perhapsit's best not to respond at dl. The
writer is clearly upset and resentful, perhaps even insecure about something you may have said or suggested. If you
receive an unsettling message such asthis, do not respond immediately. No matter how justified or outraged you fed,
your emotionswill get the better of your ability to express your thoughts and, ironically enough, you may end up
appearing the aggressor. Perhaps one way to ensure an appropriate tone isto follow the advice of 19th-century
English novelist Anthony Trollope, who suggested that there " should be arule through the letter writing world: that no
angry letter be posted till four-and-twenty hours will have elapsed.” Here are additional guiddines:

1.

Consder your relationship with the reader. Familiar? Forma? Tense? Friendly? Business?

I dentify the reader'slikely point of view, needs, expectations, concerns, possible prejudices, attitudes, and
interests.

Deter mine the purpose of your message. Is there more than one purpose?

Understand how much detail the reader will need (for Example, times, dates, names, addresses, tel ephone,
e-mail, fax numbers, or examples) to avoid hisor her experiencing frustration, annoyance, or information
overload.

Ask yourself how much the reader may be interested in the content. What function or value can the message
providein termsof interests, benefits, decision-making, and/or understanding of problems, procedures, or
incidents?

Avoid apompous or arrogant tone. In comedy, audiences always appreci ate seeing the pompous or
arrogant knave dip on that banana ped or receive awhipped-cream piein the face. Sdf-importancein writing
isaso worthy of amusement. Sentences that exhibit a gracious diplomacy usualy prove more effective than
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abrasive ones, intentiona or not, which will only aienate your reeder.

Instead of':

In the future seeto it that this office does not have to remind you to submit your expense voucherson time.

Write

Please remember you must submit your expense voucherson time,

7.
Avoid seeming indifferent. Indifference is worse than anger or refusd. For writers, artists, composers, and
filmmakers apoor review isusudly better than no review. Seeming indifference will never earn your reader's
good graces.
Insteed of:
The respongbility for reviewing proposas clearly belongsto our Purchasing Department. This department is
interested only in matters concerning safety.
Write
The Purchasing Department is responsible for reviewing proposas. Our department islimited to administering
safety programs.

8.

Avoid being offensive or outright insulting. No one gppreciates rudeness or being insulted. Even when
understood to bein jest, fedlings often get rattled or egos can receive abruising not likely to be soon
forgotten.

Never write

Obvioudy, your thinking on thisissue is so far-fetched and in the twilight zone of incredible absurdity that only
ahaf-wit could understand what you are trying to say.

Instead:

There are some pointsin your comments (underlined) | would appreciate your clarifying.
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Writing Negative M essages to Managers and
Executives

When you have to write a negative message upwards to your manager, the vice president, the CEO, or perhapsthe
board of directors of your company, you naturaly fee aconsiderable degree of anxiety, and no wonder. After all,
you want to impress these important readers. Y ou want to be perceived as being intelligent, professond,
hardworking, efficient, and highly skillful in conveying your thoughtsin writing.

Y our reader, on the other hand, issmply interested in obtaining a clear understanding of your main message. How
often have you heard these high level readers say: "Just tell me what | need to know in afew sentences or a short
paragraph.” In other words, don't waste my time; it'stoo vauable. Y ou, of course, hope beyond hope that you will
not become the proverbia victim of the bearer of bad news. So here's one method for communicating negative
tidings and not suffering the wrath of the gods of industry.

1.

Firdt, consder your relationship to the reader. Do you have frequent communication or interaction with this
individua? Is he or she friendly towards you or at least respectful ? How about personality traits or corporate
image? Nice? Pompous? Cold? Reserved? Forma ? Cheerful ? Easy-going? Always stressed? Rude?
Overbearing? Impatient? Cam?

The more you know or think you know about this higher-level reader, the more confident you may fed in
writing to him or her. In any case, use apleasant or neutra opening sentence. Do not just blurt out the bad
news. Proceed with caution, but do proceed.

Explain the reasons or provide brief background details surrounding the bad news.
State the message directly. Don't tap dance around the tough issues or message.

Then, if possible, suggest optimism for future resolution of the negative issue and close cordialy.

Example

TO: Sam Fischer
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FROM: George Woodruff

DATE: April 30

SUBJECT: Status of West PAlm Research & Development Center

Asrequested, | have evaluated the current status of construction of the West Palm Research & Development Center.
Unusudly strong winds and heavy rainsresulted in extensve delaysin suppliers ability to deliver essential materids.
Asaresult, thereisonly minima progressto report. The current mild sunny weether and temperature, however, are
expected to continue throughout May, during which time considerable progressis expected.
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Sunny, Blue-SkiesWords

Words have denotative (dictionary) meanings and connotative (suggestive) ones. What often mattersin ensuring that
your writing conveys atone appropriate to your purpose isthe feding a particular word invokesin your reader.
Advertisers know the value of promising their products and services will offer trouble-free operation or solve your
problems or guarantee peace of mind. No computer is ever advertised as dower than the previous model, nor is
software touted as nearly impossible for the average person to understand. Hardly. So hereisalist of wordsthat will
more often than not evoke in your reader's mind sunny days, blue skies, and soft sandy beaches lined with palm trees
or any other pleasant image:

| ability
advantage
gpprovd
attractiveness
benefit
beneficid
capable
comfort

commendable

comprehensive
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confidence

convenience

cooperation

courtesy

dependable

desrable

diginction

diversty

economy

effective

effident

enthusasm
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excdlence

exceptiond

exdusve

genuine

good

guarantee

helpfu

honest

humor

improvement

initictive

integrity

intdligence

kind
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lagting

meit

notable

opportunity

popular

practical

prominent

rdidble

responsible

satisfaction

vadue
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Stormy-Weather Words

Just asdl days do not have to be sunny, so too does tone not have to be aways positive. There are times when you
will need to write anegative memo or e-mail; letter of complaint; poor evaluation of an employee, product, or
sarvice; or response to unjustified criticism. Then you will want to use thelist thet follows. (Just remember that when
you use these words, you should do so intentiondly.)

dleged

blame
careless
cheap
colluson
commonplace
deadlock
discredit
disguding

disreputable
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disrupt

embarrassng

Eroneous

exaggerate

extravagant

fal

falure

fault

fiasco

flagrant

implicate

impossble

insolvent

irritation
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mediocre

misfortune

neglectfu

negligence

obgtinate

opinionated

oversght

premature

rude

squander

superficia

[Crrevious [nesr o
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TheTonelsYou

Writers of fiction striveto find atruthful balance between life asit islived and asit isimagined. Tone demandsa
baancing act of words aswell. Just remember that whatever you write will have your name on it. People who have
never met or spoken with you will learn quite abit about you smply from the tone of your voice and words.
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Chapter 8: Last Restroom for 300
Miles. Editing for Content and
Structure

Overview

"Read over a passage, and wherever you meet a passage which you think is particularly fine, crossit out.”

Samud Johnson

"Not that the story need be long, but it will take a long while to make it short.”

Henry David Thoreau

"I believe morein the scissorsthan | do in the pencil.”

Truman Capote

Imagine this scenario: you are driving out West and about to travel through miles of desert. At the edge of the desert,
yOu come upon a gas station and notice alarge sign that announces "L ast Gas Station for 300 Miles." Would you
stop? Most people would. 1t makes sense to check out the gas, tire pressure, water coolant leve, ail, and whatnot
and maybe use the restroom. Y et there is always that one driver who doesn't feel the need to bother and smply
drives gtraight into the desert. Most likely we will seethat car again dong the way, hood up and steam pouring out of
the engine or just plain out of gas. The same lesson appliesto editing your writing. If you don't believe you need to
edit for content and structure, you are more than likely to regret it.
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Cold Eyes. TheKey to Editing

Some years ago aman attending one of my writing seminars expressed a somewhat postic view of editing | have
aways remembered. He said the challenge when editing isto "look upon the writing with cold eyes” The image of
coldness s0 aptly conveys the objective distance al writers need to achieve when editing first and subsequent drafts.
We dl need to establish adistance between oursdves and our initid writing. Of course, the difficulty liesin our
tendency to believe everything we write to be clearly expressed smply because we adways understand it or know
what we want to say. No wonder we're shocked and annoyed when the reader advises us to explain ourselves a bit
further. So we need to achieve some space between what is subjective (the writing) but needs to be viewed
objectively (editing).

Editing requirestime and patience. Mogt of usarein ahurry to berid of email, memoas, letters, reports, and other
assignments and move on to the next task. Moreover, alot of writers confuse editing with proofreading. Although the
two often overlap, proofreading is directed primarily towards reviewing for mechanical correctness (spelling,
grammar, punctuation, capitalization, usage), whereas editing focuses on reviewing for clarity of content, formet, tone,
and logicd organization of ideas. Although separate in focus and god's, editing and proofreading are activities
designed to improve the qudity of your writing. Asthe novelist E. M. Forster once observed: "How do | know what
| think until | seewhat | say?"

Slow Down

Idedly, we would write in the morning and edit in the afternoon. Such an approach would enhance our ability to view
our work objectively. The distance in time aone would provide us with the objectivity so essentia to effective editing.
Y et we don't dways have the luxury of timeto provide a helpful distance between the first draft and fina version.
Much of what we write needs to be transmitted without delay to our readers or reviewers. It would seem that time
and tide and the need to digtribute the writing wait for none of us. The specia urgency or expectation for aquick or
immediate response to incoming e-mail compounds the tendency to dash off our first thoughts to the impatient reader

in cyberspace.
Edit Accordingly

Y ou may now be wondering how many times a document hasto be edited to ensure its effectiveness. Thereisno one
answer to this question except to bear in mind that everything we write does not need to be edited any given number
of times or in the same way. The amount of time spent editing depends on the complexity of the content and your
relationship with your reader. For instance, asmple e-mail or memo distributed within your department would
probably benefit from editing once. Letters, faxes, and instructions should be edited twice; reports, contracts,
manuals, proposals, documentation, and other more formal writing could use at least three ediits. If you are working
on an ongoing assignment such asamanud that requires continued addition and deletion of information, then you
must go beyond three edits. The danger in over-editing liesin the likelihood you will face the dilemmaof trying to
determinethis. "Did | makeit better or merely different?’ Always dlow sometime, even aminute or two, between
your first draft message and effortsto revise and polish it. Print acopy of that e-mail message before sending it.
Review theletter one more time before sending it.
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Content or Style?

During my writing seminars, | am often asked: "Why isit that when my boss edits my work, she seesalot of mistakes
| didn't see even though | read the document five times?’ The answer issmple: The reviewer didn't writeit. Asking
another person for an opinion of your writing can be hel pful because your reviewer will have anaturd distance from
thework. At the sametime, thisindividual may not have your technica expertise or fully understand the
circumstances surrounding your goas or reasons for writing. Worse, the comments, suggestions, and observations
might reflect opinions, persond style, and other editoria preferences. Whatever the advice or suggestionsyou
receive, it will often remain your decision to incorporate them in your work.

. Editorial Checklist

Did | provide amain ideaor topic sentence to inform the reader of my purpose and focus?
Havel supplied dl essentid detailsto support my statement?
Isthe information presented in order of importance?
Does the organization suit the reader's needs? For example, should | provide a summary?
Does each sentence and paragraph contribute to the generd flow of ideas?
Are the sentences and paragraphs presented in alogical order?
Does each paragraph fully develop itstopic?
Did | supply directional or linking words to connect sentences and paragraphs?
Isthe language level suited to the reader?
10.

Has unnecessary technica jargon been diminated?

11.
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Areall sentences expressed clearly, precisdy, and economically?
12.
Did | prefer active to passive voice wherever possible?
13.
Isthe tone appropriate?
14.
Isthere any unnecessary repetition of ideas?
15.
Arethere gaps or missing materia that may cause the reader confuson?
16.
Are there ambiguous sentences or phrases that may be misunderstood or misinterpreted?
17.
Arethere any digressons?
18.
Isthere any extraneous information that should be placed in an gppendix or not included?
19.

Did I proofread for spdlling, grammar, punctuation, and usage?
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Revise the Beginning, Middle, and End

Another complaint | hear from those attending my seminarsisthis. "When | try to edit my work | redlly don't know
what to look for." The editoria checklist on page 102 is designed to help you answer this question. Be sureto add to
thislist your own reminders and questions regarding your persona editoria needs, such as checking for correct use
of commas or complex verb endings or avoiding fragments. Modify thislist for your own purposes.

The mgority of businesswriting, ranging from e-mail, memos, and lettersto reports, ingtructions, and proposas, is
likely to have a beginning, middle, and end. Each section serves adigtinct purpose:
1.

Tointroduce your message (opening).
To provide supporting details (middle).

To present concluding remarks (conclusion).

Because everything we write can benefit from revision, whether minimal or extengve, the following guideineswill help
you to ensure the effectiveness of each section.

The Opening

When revising your opening statement, ensure that it states your purpose and topic clearly and, if possible, ina
manner to arouse your reader'sinterest. Y ou may want to begin with a statement of fact. For example:

Recent reports show that durable goods orders rose in June for the third month out of four, clamsfor unemployment
arelower this year than the during the same quarter of last year, and retail rates sdlesarerising.

Y ou may want to begin with a statement of opinion:

I'm certain that stocks and bonds prices will rise substantialy in response to this morning's government announcement
regarding economic growth expectations.

The Body
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When revising the body of discussion, remember that each sentence must contribute to devel oping your message.
Eliminate excess baggage of words, so to speak. One helpful technique isto imagine you are being charged by the
word.

The Conclusion

When revising the conclusion or closing you can restate the main point, summarize main ideas, draw aconclusion,
suggest arecommendation based upon previoudy provided details, or urge action. For example:

Asaresult of the changesin our production schedule, we must hire additional personnd immediately.
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Examples of Convoluted Writing

The following examples of businesswriting may lead to undue stressfor the reader as aresult of confusion,
frudtration, or anger with the writer.

From an Insurance Company Booklet:

Y ou are not insured under one paragraph of a Clause or under one Clause for any risk insurable under another
paragraph of that Clause or under another Clause or for any risk which is not insured by reason of any exclusion,
qudification, additiona term or condition applicable to such other paragraph or Clause or because you are not
insured under such other paragraph or Clause.

And don't forget it! Although you might agree that the previous paragraph isimpossible for the average person to
understand, you might also suggest it'sunfair to criticize this passage because it issmply (?) reflecting the necessary
legd language of insurance policies. Y et, if the policy iswritten for the average person, should it sound like that? Isn't
there another way to expressthe details and maintain the necessary legal implications without causing stress?|
showed this passage to severa insurance industry professionals and adl agreed the language was dense. Most
admitted they had to read the passage three or more times to understand it, and even afterwards could only attempt
to "interpret” the true meaning, which remains a secret to dl but the writer.

From a Cor por ate Prospectus.

Each note will bear interest from its date of issue at the fixed rate per annum or at the rate per annum determined
pursuant to the interest rate formula, stated therein and in the gpplicable pricing supplement, until the principa thereof
ispaid or made available for payment. The gpplicable pricing supplement relating to afixed rate note will designate a
fixed rate of interest per annum payable on such note. Unless otherwise indicated in the applicable Pricing
Supplement, each note will be paid semi-annually each June 1 and December 1 and a stated maturity or, if
applicable, upon redemption. If any interest payment date or the stated maturity date (or, if applicable, the date of
redemption) of afixed rate note falson aday that is not abusiness day, payment of principa, premium, if any, or
interest will be made on the next business day asif were made on the date such payment was due, and no interest will
accrue on the amount so payable for the period from and after such interest payment date or the stated maturity (or
the date of redemption), asthe case may be. The record dates for such notes will be the May 15 and November 15
next preceding the June 1 and December 1 interest payment dates.

Unless otherwise indicated in the applicable pricing supplement, interest paymentsfor fixed rate notes shall be the
amount of interest accrued to, but excluding, the relevant interest payment date. Interest on such noteswill be
computed on the basis of a 360-day year of 12 30-day months.

Now take afew minutesto catch your breath or allow the dizzinessto pass! This passage suffers not just the barrage
of redundant legaese but from the following:
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1.

Lengthy paragraph structure.

Absence of subheadingsto alow the reader to pause to process each important idea.

Failureto provide definitions of financia terms.

Excessvely long sentences (some more than 75 words).

Hereisarevised verson that's easier on your nerves:

Annual Interest Rate

Theyearly interest rate on the notes will either be fixed or floating. The applicable pricing supplement will designate
thefixed rate of interest payable on anote. Interest will be paid on June 1 and December 1, and upon maturity,
redemption, or repurchase.

Payment and Record Dates

If any payment date falls on aday that is not abusiness day, payment will be made on the next business day but no
additiona interest will be paid. The record dates for such noteswill be May 15 (for interest to be paid on June 1) and
November 15 (for interest to be paid on December 1).

Computation of Interest Payments

Interest payments will be the amount of interest accrued to but excluding each June 1 and December 1. Interest will
be computed using a 360-day year of 12 30-day months.

Which version would you rather receive? Sometimes the solution is smply to transform ablock of informéation into a
seriesof ligs. For example, consider the following:

Floating Rate Notes: The applicable pricing supplement relating to afloating rate note will designate an interest rate
formulafor such floating rate note. Such aformula may be the commercid paper rate, in which case such note will be
acommerciad paper rate; the prime rate, in which case such note will be aprime rate note; the CD rate, in which case
such note will bea CD rate note; the federd funds effective rate, in which case such note will be afederd funds
effectiverate; the Treasury rate, in which case such note will be a Treasury rate note; such other interest rate formula
asisset forth in such pricing supplement. The applicable pricing supplement for afloating rate note aso will specify
the spread and/or spread mulltiplier, if any, applicable to each note. Any floating rate note may aso have either or
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both of the following: amaximum numerica interest rate limitation, or ceiling or aminimum numericd interest rate

limitation, or floor.

Now congder thisrevised version, in which theinformation is presented in list format:

Floating Rate Notes

Each floating rate note will have an interest rate formula, which may be based on the:

Commercia paper rate.

Primerate,

CD rate.

Federd funds effectiverate.

Treasury rate.

Anocther interest rate.

The applicable pricing supplement will dso indicate any spread and/or spread mulltiplier. In addition, any floating rate
note may have amaximum or minimum interest rate limitation.
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Avoid Sexist Wording

Theworld of work has changed considerably over the last 25 years. Women have moved far beyond the limitations
of secretarid or clerica duties and hold important professional, adminisirative, and technica positionsfew of their
grandmothers ever hoped to achieve. Correspondence traditionally addressed to "Gentlemen” or "Dear Sirs' is
congdered archaic by modern standards. Also, what woman would tolerate her male manager referring to her as"my
girl," no matter how innocent the intention? Jobstitles reflect these changes: mail carriers, police officers, and flight
attendants are some examples. Some actresses prefer to be known as actors and the words poetess and authoress
have gone the way of the manua typewriter. Waiters and waitresses are now gender-neutra "servers." For these
reasons, be careful to check your writing for remarks or references that may appear sexist or offensive,

Y ou can revise your sentences to eiminate the masculine pronoun by:
Repeating the Noun

When amanager approves aproposal, the manager....

Using Plural Nouns and Pronouns

When engineersreview plans, they....

Using " He" or " She"

If acustomer wantsto return the product, he or she....

Using Passive Voice

When a student uses our service, the student is assured....
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Editorial Hit List: Little ThingsMean a Lot

TheBest Word Wins

Thereredly isno best word; rather, thereisasimpler one or more familiar one or less convoluted or technica one or
specific or more gppropriate one. Word choice is best determined according to your purpose, relationship with the
reader, and appropriate tone, and not the number of syllables or impressive sound. The best helpful guideisa
dictionary of synonyms, which will help you expand the range of your word "toolbox" and provide you with a Phillips
head screwdriver when aflathead onewon't do.

1.

Simpler or shorter word
0

try for attempt.
part for component.
similar for analogous.
Familiar word
o]
payment for remuneration.
postpone for abeyance.
confuse for obfuscate.
Non-technical word
o]
two million pieces of data for two megabytes.
Specificword

(0]

research center for facility.
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Excessive nouns, verbs, and articles

0

biochemistry for the field of biochemistry.

investigations for the conducting of investigations.

experimentation for the process of experimentation.

look for take a look at.

decide for make a decision.

many managers for many of the managers.

several reports for several of the reports.

Words That Shouldn't BeMarried

0

managerwise,

reportwide.

drategize.

WordsThat Say It Twice
0

greenincolor.

round in shape.

but however.
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and also.

findly in condlusion.

Latin or Foreign Language Words
0

quid pro quo.

cul desac.

zdtgad.

au contraire.

non de plume.

Familiar but Overused Nonstandard Words and Phrases
0

impact (asaverb).

cutting edge.
10.

Optional Use of " who, whom, that, which"
0

The nursewhom | met lagt night in Atlanta.

A city that | loveto vigt.

The car which was parked illegally was towed.
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Options

Thenursel met last night in Atlanta...

A city | lovetovisit...

The car parked illegdly was towed...

Problems With Sentence Structure

Here are the most common problems regarding sentence structure:

Shiftin Verb Tense

Example

While we werein the restaurant snow isbeginning to fall.

Revison:

While we were in the restaurant, snow began to fall.

The original sentence beginswith the past tense and then shifts to present tense even though both actions occur at the
sametime,

Shift in Point of View

Example

Before anyone sends an e-mail, you should aways proofread it.

Revison:
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Before anyone sends an e-mail, he or she should dways proofread it.

The shift from the singular pronoun to second person isincons stent.

Shift in Focus

Example

When you visit Venice, an overwhelming sense of the past is experienced.

Revison:

When vigting Venice, you experience an overwheming sense of the past.

Word Omission

Example

| wasligtening to music and my girlfriend typing her nove.

Revidon:

| wasligtening to music and my girlfriend wastyping her novel.

Omission of even seemingly unimportant words can result in awkwardness and cause confusion.

Repetitive Subjects

Example

The customer, she gave me adirty look.

Revison:

The customer gave me adirty look.
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Although we often repeat words to reinforce their importance to our reader, sometimes repetition of the subject only
resultsin redundancy.

(< rreviovs [noer s
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Writing for Another Person's Approval or
Signature

"No passion in theworld is equal to the passion to alter someone else's draft. "

H. G. Wdls

Writing for another person's approva or sgnature almost requires your being able to read someone else's mind. How
many times have you been asked by your bossto write amemo or letter, only to learn when you submit it that "it's
not what | want to say"? So you writeit again, present the revised verson and hear, "No. That's still not what | want
to say." Exasperating? Of courseit is, but getting gpprova from another person is an unavoidable aspect of writing
within any sSize corporate hierarchy of power. No oneisever free of criticiam.

For some supervisorsit will never be good enough. Sometimes these people have very high standards, and that's fine,
but they are unable to see that everyday business writing cannot aways be flawless. These people are often
perfectionists or are so concerned about their corporate image that every piece of daily correspondence, whether an
e-mail or asmple memo, must be perfect.

Some managers set no or conflicting writing standards, which resultsin confuson for their saffs and the need for
time-consuming revisonsthat trandate into higher production costs. Some provide no stylistic guidance or preference.

Sometimes it's more a question of style than correctness or quality of expression. After al, some people like mest;
some prefer fish; till others eat only vegetables. Otherslike dl three. Do not become overly sdf-critical. Do not beat
yourself up or despair when your writing is once again returned marked up in red ink. Try to separate yoursdlf from
your writing; don't take it personaly. Otherwise you may end up with an ulcer or high blood pressure or be forced to
take atranquilizer every time you submit your writing for your supervisor's gpprova.

Onesolutionisto smply clarify your reviewer's god's and needs before you begin writing. Ask for advice and
direction regarding important topics, which ideas to focus on, or even what not to say. Another solutionisto review
the criticism for ether patterns of stylistic preferences (lists, short paragraphs, word choice) or concrete recurring
problemsin structure and usage (organization of ideas, spdlling, grammar, punctuation) or in structure or content
(tone, presentation of details). Keep copies of al correspondence and use them as models for smilar assignments.

None of these techniques can guarantee total eimination of criticism nor ensure acceptance, but they will minimizethe
tendency for the former and enhance the likelihood of the latter.
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Chapter 9: Don't Trust the
Spell-Checker: Proofreading
Made Easier

Overview

"I was working on the proof of one of my poems all the morning, and took out a comma. In the afternoon |
put it back again. "

Oscar Wilde

The need to proofread your writing for mechanica correctness hasto be one of most stressful, tedious, and

unwel come aspects of thewriting process. Y et it's so essentid to the qudity of your work. Theirony isthat al the
proofreading in the world cannot guarantee 100-percent correctness. Visit any bookstore, pick up and glance
through any volume at random, and you are certain to find an error or two or more. The most prestigious newspapers
and magazineswill never be free of proofreading errors. Why not? Because as long as proofreading is done by
people, therewill dways exist amargin for error. We are not perfect machines. In fact, even your well-intentioned
gpell-checker cannot help at times, especialy when it comes to words such as there and their or affect and effect.

Y our spell-checker cannot be trusted to call attention to your inadvertently typing form when you intended to type
from and that two plustwo equalsfive.
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Minimize Your Risk

Because no magic potion existsto guarantee total error-free writing, you can at least take stepsto minimize the
tendency al writers have to overlook embarrassing mistakesin correct usage. Thefirst stepisto distinguish the
activity of proofreading from editing. Many writers regard them as one and the same when they are clearly as
different as coffee and tea. One way to increase mechanica correctnessisto avoid editing and proofreading at the
sametime. Thereisatendency to become caught up with the content (what you want to say), as opposed to how it
isphysically presented, and so you miss errors. So either proofread or edit first. Don't try to do both. If you decide
to proofread first, then preview the information to get afed for the content. This gpproach will help you resst the
temptation to become distracted by what you've attempted to express along the way.
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Common Proofreading Errors

When you observe how many opportunitiesfor error exig, it's no wonder that despite the most intensive, scrupulous
proofreading, your find verson will still be proneto amargin of mechanical error. Hereisalist of thetypica errorsin
need of correction when you proofread:

| L etter and space omission.
Punctuation errors.
Spdlling errors.
Grammar and usage errors.
Transposed or subgtituted letters and words.
Word and lineomission.
Lowercase instead of uppercase.

Incorrect dates, telephone and fax numbers, or e-mail addresses.

Reversed numbersin figures.
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Visual Proofreading Techniquesto Make Your
Job Easier

Nothing can assure you that proofreading will be easy. However, the visud techniques that follow will help reduce the
stress you may experience:

Previewing
Firdt, skim or preview the document for ageneral impression of its content.
Line-by-Line Review

Carefully scan each line. For computer monitor readings, use the cursor or scroll key to help you focus on each word
and line. To review printed versons, place aruler, envelope, index card, or blank sheet of paper beneath each lineto
avoid being distracted by the rest of the text.

Reverse Line-by-Line Review

Y ou may be skeptical attempting this technique, but it works because athough you are reading backwards, you are
not actualy reading for meaning. Asaresult, your eyeis more focused or trained upon observing the "physicality” of
the words, their arrangement and spelling, and the presence and placement of punctuation marks.

Vertical Column Review

Thistechniqueisespecialy helpful when proofreading numerical data. Fold ahard copy of the pagein haf from top
to bottom. Then proofread half the page beginning at the left margin and move your eyes downward. Then turn the
page over and proofread from left to right and downwards from the point of folding. Do not worry about words
overlgpping thefold.

S-Pattern Review

Begin proofreading in the upper right-hand corner, and dowly move your eyes downward in a series of two or three
S-patterns downwards and upwards over the entire page. It is most important to remember that none of these
techniques will guarantee 100-percent mechanica correctness, but they will minimize the number of errors.



This document is created with the unregistered version of CHM2PDF Pilot

(< ereviovs [nexr o]



This document is created with the unregistered version of CHM2PDF Pilot

A Proofreading Checklist

In detective novels and movies, the hero must search for cluesto lead him or her to the culprit. So too must the writer
become a " proofreading detective," searching diligently and methodically for cluesto the various mechanica errors
(grammar, punctuation, spelling, usage, capitdization) that often occur in businesswriting. Hereisalist of "clues' that
Is, common errorsthat careful proofreading can help you detect and correct:

Incorrect Noun or Verb Endings

All engineer must writes weekly status reports.

Correct: All engineers must write weekly status reports.
I ncorrect Subject/Verb Agreement

Each of the managers have to write areport.

Correct: Each of the managers hasto write areport.
I ncorrect Pronoun Reference

A person hasaright to their opinion.
Correct: A person hasaright to hisor her opinion.
or

People have aright to their opinions.
Correct Use of Who, That, and Which

Remember that who refers to people and that and which can refer to people or objects. When editing sentences for
punctuation, insert commas around nonrestrictive or nonessentia clauses (groups of wordsthat do not limit the
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meaning, often introduced by "who" or "which") but not around restrictive or essential ones (often introduced by
"that").

Nonrestrictive

My cousin Carlo, who is a lawyer, won the lottery.

Because Carlo's occupation is not important or essential to the main idea within the sentence, the phrase "whoisa
lawyer" is sat off by commeas.

Restrictive

The car that Jerry bought in California is 10 yearsold.

Because the phrase "that Jerry bought in Cdifornid' limitsand is essentid to the meaning of the sentence, this phrase
Isnot set off by commeas.

Split Infinitivesor Verb Phrases

Aninfinitive conasts of theword to plusthe basic or root form of the verb, such as"to climb.” Review your
sentences for occas ons when you have split theinfinitive, such asthis:

Split
Mél expected to soon join Lindain Boston.
Correct

Mél expected to join Linda soon in Boston.
Separated or Missing Words and Phrases

Confusing

While gtting on the sofa, the phone rang.
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Clear

While | was sitting on the sofa, the phone rang.

Vague

Joe wrote aletter to his brother waiting in the train station for Christo arrive.
Precise

Waiting at the train tation for Christo arrive, Joe wrote aletter to his brother.
Misleading

| walk only to work in the summer.

Correct

| walk to work only in the summer.
Substitutions and Omissions

Next Friday isan important holyday (holiday).

Jane sent me (an) important message this morning.
Errorsin Numerical Accuracy

Thetotal amount dueis $1952 (19.52).

Caution
Always check carefully for totals,
percentages, fractions, and placement
of decimd points.

Errorsin Preferred Spelling of Names
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Pleasefax thisinvoice to Mrs. Iris White (Whyte).

Transpositions of Letters, Numbers, and Words

Last week Nick drove form (from) New Y ork to Atlantain one day.

Send this package to 3880 (3088) Stratford Green Lane.
Punctuation Error
Asrequested; (,) hereisacopy of our new procedures.

Grammar and Usage Errors

Between you and | (me), thisisarare opportunity.

Each of the engineers have (has) contributed to the new project.
Capitalization and Number Errors
Dave hasworked for IbM (IBM).

Order 105' (10 five-foot) boards.

Inconsistenciesin Format, Line Spacing, and/or Typography (font, point size, italics,
bold face)

We appreciate your contacting us about our service department.
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Chapter 10: E-Mail: To Send or
Not to Send?

Overviaw

"Wkiting, when properly managed is but a different name for conversation."

Laurence Sterne

Would you want to receive thise-mail?

TO: ALL SUPERVISORS
FROM: JOEL CAIRO

HURRICANE RAOUL ISABOUT 200 MILES SOUTH OF CHARLESTON, S.C. HEISSTILL A
CATEGORY 5HURRICANE WITH SUSTAINED WINDS OF 175 MPH...GUSTS TO 220.

HEISMOVING NORTH BY NORTHWEST VERY SPEEDILY AND WILL ARRIVE HERE BY
MIDNIGHT. THE HURRICANE CENTER EXPECTS RAOUL TO MOVE ACROSS SOUTH CAROLINA
AND THEN UP THE EAST COAST THRU ATLANTIC CITY AND POINTSNORTH TO BOSTON
BEFORE TRACKING WESTWARD HO. WE THINK THE TRACK WILL CONTINUE NORTH BUT WHO
ARE WE TO QUESTION THE EXPERTSAT THE NATIONAL WEATHER BUREAU. AFTERALL, THEY
HIRED MY BROTHER-IN-LAW SO HOW GOOD CAN THEY REALLY BE?THISISINDEED AS
STRONG A TROPICAL STORM ASWE CAN EVER HOPE TO SEE IN OUR PART OF THE COUNTRY .
THEN AGAIN IT MIGHT PETER OUT AND ALL THISFUSSWILL HAVE BEEN FOR NOTHING. BUT
RIGHT NOW WE KNOW THAT WINDSWILL STEADILY INCREASE AND BE STRONGEST AROUND
MIDNIGHT. LOTS OF RAIN AND THUNDERSTORMS EXPECTED ALONG WITH THISSTORM. THE
STORM ISEXPECTED TOMOVE OUT OF THE REGION BY TOMORROW AFTERNOON BUT IN THE
MEANTIME COASTAL AREASWILL HAVE TO BE CAREFULLY MONITORED AND ALL SAFETY
PRECAUTIONS REGARDING PERSONNEL, EQUIPMENT AND FACILITIESMUST BE TAKEN.

Wouldn't you rather receive this one?

TO: All Supervisors
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FROM: J. Cairo

Hurricane Raoul is expected to arrive here by midnight. Thunderstorms and rain will accompany this sorm until it
moves out of the area by late afternoon tomorrow.

Please take immediate gppropriate precautions regarding personnel, vulnerable outdoor equipment, and facilities.
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Subject Lines

During an average business day your reader most likely receives numerous e-mail messages. The challengeisfor you
to capture your reader's attention and then to maintain it so your reader will respond to or act upon your message.

. Guiddinesto Composing Power E-mail

Understand the guiddines/principles of power e-mail.

Create precise attention-getting subject lines.

Be aware of firs impressions: Theimportance of the opening sentence.
Organize e-mail content for easier reading.

Edit e-mail for clarity and precision.

Use appropriate professiona tone.

Prefer gender-free language.

An effective subject line:

Attracts your reader's attention.

Provides an accurate, precise description of your subject.

Here are some examples of weak and imprecise subject lines:
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Loading Problems

Customer Service

Software Demo Class

Here are some examples of precise subject lines:

Container Loading Problemsfor Vessdl "Northern Star” (June 10)

Revised Customer Service Procedures

New A ccounting Software Demo Class Schedule
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First Impressions

The ancient Greek playwright Euripideswrote: "A bad beginning makes abad ending.”

More than 2,000 years later thisrule aptly gppliesto e-mail. A strong opening sentenceis especialy important in
e-mail messages to motivate your busy readersto follow the document through to its conclusion. The lead sentence
expresses your main idea, focus of discussion, or immediate needs as briefly, concisely and accurately as possible.
Remember: If you lose your readers attention in the beginning you've lost them entirely. They may never returnto
understand the essence of your otherwise important message.

Here are some examples of weak and strong opening sentences and paragraphs.
Weak Opening

Thisisin response to the message | received from you concerning the best timefor usto meet in your officeto
discuss ways to improve safety procedures at our plant. According to my and Evan Douglas's schedule the best time
to meet would bethis Friday at 2. Let meknow if thisis convenient for you.

Strong Opening

Evan Douglas and | can meet with you at 2 p.m. on Friday, April 5, to discuss plant safety procedures. Please let me
know if this date and time are convenient for you.

Weak Opening

The purpose of thise-mail isto inform you that the Maintenance Department will begin work on thefollowing list of
various outdoor repairs on June 28 but you need to know that al this depends on the wegther because as you know
it has been awet month. So it isimportant to bear in mind that the following list of repairs may not be completed as
scheduled for July 10.

Strong Opening

The Maintenance Department will begin work on the outdoor repairs listed below on June 28.

If good wesather prevails, we expect to complete the work by July 10.
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Organizing M essages

In most e-mail messages, dways provide the most important information first. Visudize the details of your message as
sections of an inverted pyramid, with the base representing the opening sentence and the tip the least essentiad or
minor details. For busy executives, structure the writing to begin with asummary or the conclusi ons/recommendations
and provide the details to be read optiond. In presenting your message, organize information according to one of the
following paiterns.

| Cause/Effect.
ProblenvSolution.
Comparison/Contrast.
Chronology/Sequence of Events.

Another helpful method to organizeideasisto ask yoursdaf and answer these questions to increase the odds you will
provide an adequate number of specific, supporting details essentia to your reader fully comprehending your message:

Who?
What?
When?

Where?

Why?
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How?

(< rreviovs [noer s
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Conversational Professional Language Style

Aside from speed of transmission, one great benefit of e-mail isits encouragement of conversationa language. Y et
the way we spesk and write holds numerous differences. In speech, we pause, vary our tone, convey meaning
through facia expressions and body language, have the opportunity to quickly address our listener's apparent
confusion or misunderstanding, and use vague or broad terms rather than specific precise ones. So the challenge,
then, in writing e-mail, isto strike a bal ance between language style that seems conversationd but in fact iswritten
and language that is precise and professiond. It isimportant to remember that the same truths that apply to traditiona
memos, letters, and reports apply to e-mail: Clarity and precision are indispensabl e to the successful reception of
your message. Moreover, when writing e-mail, another important consideration is whether the tone of your
conversationd styleis appropriate to your purpose and content and within the bounds of standard writing etiquette.
Here are some principlesto bear in mind:

1.

Aside from the formal documents sent viae-mail (contracts, proposd's, business plans) use contractions
sectively. After dl, we use them in speech.

INSTEAD OF:

| shdl cdll you if the package does not arrive by noon on Friday.

WRITE:

I'll cal you if the package doesn't arrive by noon on Friday.

Use persond pronounssuch as |, we, and you to convey directness, vigorous tone, and sense of immediacy.
Avoid usng "one" (too impersona and often pontificd).

INSTEAD OF:
One should be able to complete the test in one hour.
WRITE:

Y ou should be able to complete the test in one hour.
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Although you should avoid ending sentences with prepositions, it's okay to do so to avoid excessively formal

congructionsin e-mail and casual correspondence.

INSTEAD OF:

With whom are you attending the meseting?

WRITE:

Who are you attending the meeting with?
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Prefer Words That Project a Conversational Tone

Thefollowing list of words compares forma and sometimes awvkward constructions and word choices with those that
suggest greeter informaity and ease of tone:

Formal Informal
arefound to be in agreement agree

as per request asrequested
attached pleasefind attached isare
beginimplementation dart usng
effectuate improvement improve
isindicetive of indlicates, reveds
it would be appreciated please, | would appreciate
kindly furnish please send/submit
make mention of mention

obtain anincreasein increase

optimum most, best
patronage business

perform an evauation evduae
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pursuant to inregardsto
referenceismade inreferenceto
remuneration payment
should this necessitate if thisneeds
show anillugration of illugtrate, show
utilize use

[ rrevious [noer |
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Ensuring Clarity and Precision

E-mail isnot radically different from traditiona written business correspondence. Rather, e-mail employsan
electronic medium to convey the message instantly. For the busy reader, short sentences are easier to write and read.
L ong sentences take more time and have a greater tendency to bury or delay main messages and details. Readers are
more likely to "trash” e-mail that never getsto the point or is characterized by excessve mechanicd errorsand
confusing meaning. Clarity, precision, and appropriate tone are essential to ensuring that your e-mail iswell-received
and understood by all readers. Before sending any e-mail message, whether internd or externd, dwaystake thetime
to edit for content and structure.

Eliminate wordiness caused by:
Fancy/unfamiliar words

We need to promulgate (announce) the new safety proceduresto al personnel.

. General Guidelinesfor Successful E-Mail
Consider your reader's needs and the amount of background necessary to understand your message. If

you're responding to an earlier message, paraphrase as concisdly as possible the key ideas.

Keep sentences short (25 words max) but complete (one idea per sentence). Do not write fragment
sentences.

Provide a subject line for each message.
Limit each message to one subject.
Organize your ideas in short paragraphs (three to five sentences) separated by one blank space.

Maintain a professiona, businesdike tone. Read the message from the reader's point of view at least onceto
ensure an gppropriate tone of voice and to minimize opportunities for misunderstanding.
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Do not use dl capital or lowercase lettersin your sentences. Follow standard English guidelinesto
capitaization you would usein traditiond business correspondence.

Do not send messages composed in anger or in direct response to insulting messages.

Do not use humor the reader could interpret as inappropriate to the content or occasion.
10.

Prefer smple concrete words when writing to someone for whom English is a second language. These
readerstend to trandate word for word and thereis agreater chance for misunderstanding if you use
acronyms, abbreviations, cliches, dang, jargon, or regiona expressons limited to American English. (For
example, 1/5/03 isMay 1, 2003 to Europeans.)

11.

Edit and proofread for correct spelling, grammar, punctuation, capitaization, and usage.

Excessively Long Phrases and Expressions

Dueto the fact (Because) your purchase order was misplaced, attached herewith please find (attached is) a coupon
for a 10 percent discount towards your next order.

Smothered Verbs
Our department will effectuate improvement (improve) of sanitary conditionsin the cafeteria
Passive VVoice

By now, the memo by Hadley Petersregarding hiring additional personnel has been received by dl intended
recipients.

Unnecessary Prepositional Phrases

The Accounting Department is known for the preparation of (for preparing) easy-to-read instructions.
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Tone

It isimportant to remember that, though e-mail reflects a casud and informa style, it must till maintain a
professond image and tone. Theimmediacy of e-mail communication can tempt you to ingppropriate displays of
emotion and anger and the use of obscene (evenin jest) or abusive language. However familiar you may be with your
reader, corporate e-mail must reflect aforma cordidity, dignity, and seriousness of purpose. Do not usee-mail asa
shield to hide behind persona hostility or to convey negetive news you fed uncomfortable conveying in person.

Also, if you receive an upsetting or insulting message, do not respond immediately. No maiter how judtified your
response may be, you will appear the aggressor who is out of control. Y ou can ensure that you convey the
appropriate tone by:

1.

Considering your relationship with the reader. Isit familiar? Pogtive? Friendly? Tense? Forma ? Business?

Identifying the reader'slikely point of view, needs, expectations, concerns, possible biases, attitudes, and
interests.

Determining the primary purpose of your e-mail. Does your message have more than one purpose? If so,
either clearly distinguish each purpose in your opening or write separate e- mail messagesto avoid confusion
or ambiguity.

Under standing how much detail the reader will need (time, dates, examples, addresses, names) to avoid
information-overload.

Asking if and how much the reader may care about the content of your e-mail. Consider the extent of the
beneficia apped of the email to the reader's interest, needs, decision-making, and understanding of process,
indructions, and incident.

Placing yoursdlf in the reader's position. Would you want to receive and have to read your own e-mail?
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Gender-Free Language

Language dways reflects changing times, and nowhere is change more gpparent than in the need to prefer
gender-free references. Women are increasingly assuming senior manageria and executive positionsin the corporate
and political world. Asaresult, email should be free of words and phrases that by modern standards appear archaic
and at worgt insulting and insengitive. Here are some ways to keep the language in your e-mail gender-free:

Eliminate the M asculine Pronoun
A manager needsto express (his) ideas with clarity and precision.
Use a Noun

We dways provide (aman) the customer with persond attention.

Use Plural Nouns and Pronouns

Editors must have a sound knowledge of English usage.

Use" He/She' or "Hisor Her" Combined Pronouns

A person has aright to hisor her opinion.

Use Passive Voice

How often must a scientist perform this experiment to obtain the correct result?
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Editing and Proofreading

If you are unable to resist the temptation to hit the "send" button upon completing your firgt draft and neglect to edit
or proofread, chances are your professona image will suffer gregtly. Y our reader will not understand that you are
too important or busy to carefully review your message for content and mechanica correctness. Theimpression will
be of someonetoo lazy or cardessto produce a polished message. E-mail sent "before itstime” will dways reflect
negatively on both your and the company's professona image. So no matter how busy or seemingly informd the
message, take afew minutesto ask thefollowing editoria questions.

1.
Why am | writing this message? What do | hope or need to accomplish?
How much does the reader aready know or need to know about my topic?
Istechnica knowledge or an understanding of industry jargon necessary?
Doesthe reader have abiased, negative, or distrustful opinion of the subject matter?
Might others read the message?
Ismy purpose clearly expressed in the subject line?
Havel clearly identified my reason for writing to the reader?
Did | emphasize the important points?
Do theidessflow logicaly?

10.

Did | usefancy, unfamiliar words?
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11.
Are my sentences and paragraphs too long?
12.
Ismy toneinforma but professional ?
13.
Did I write too many passive voice sentences?
14.
Did | check for redundant words?
15.
Did | use headings and ligts to help organize my thoughts?
16.
Arethere mistakesin spdling, capitaization, grammar, punctuation, and usage?
17.

Would | want to receive this message as written?
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E-Mail Shorthand List

Hereisalist of eemail abbreviations and acronyms you may encounter:

Acronym Meaning

202 ToYouToo
AAMOF AsaMatter of Fact
AFAIK AsFar as| Know
AFAIC As Far asI'm Concerned
AFAICT AsFar asl CanTdll
ASAP As Soon as Possible
BBL BeBack Later
BITMT Butinthe Meantime
BRB Be Right Back
BTW By the Way

CuU SeeYou

CULSR SeeYou Later

CwWOT Complete Waste of Time



CYA

EOD

FAQ

FBOW

FOCL

FWIW

FYA

FYI

GBTW

GFC

GFETE

GMTA

GIG

GTGTTBR

GTRM

HAND
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SeeYou

End of Discusson

Easy

Frequently Asked Question

For Better or Worse

Faling Off Chair Laughing

For What It's Worth

For Y our Amusement

For Y our Informeation

Get Back to Work

Going for Coffee

Grinning From Ear to Ear

Great Minds Think Alike

Got to Go

Got to Go to the Bathroom

Going to Read Mall

Have aNice Day
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HTH

IAC

IAE

IDGI

IMCO

IMHO

IMO

IOW

IRL

I'YKWIM

JC

JK

KISS

L8TR

LOL

LTNS

Hope ThisHelps

Inany Case

Inany Event

| Don't Get It

In My Considered Opinion

In My Humble Opinion

InMy Opinion

In Other Words

InRed Life

If You Know What | Mean

Justin Case

Jugt Kidding

Keep It Smple Stupid

Later

Laughing Out Loud

Long Time No See



MTCW

NRN

ONNA

OTOH

OTTOMH

oIc

PLS

ROFL

ROTFL

ROTF

RSN

RTD

RUOK

SNAFU

TANSTAAFL
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My Two Cents Worth

No Reply Necessary

Oh No, Not Again

On the Other Hand

Off The Top of My Head

Oh| See

Please

That Stinks

Ralling on Hoor Laughing

Ralling on the Foor Laughing

Ralling on the Floor

Real Soon Now

Read the Directions

AreYou Okay?

Situation Normd; All Fouled Up

Smiling Out Loud

There Ain't No Such Thing asaFree Lunch



TAFN

THX

TIA

TLK2UL8R

TMK

TPTB

TTBOMK

TTFN

TWIMC

wWB

WRT

wu?

YGIAGAM

YGWY PF
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That's All For Now

Thanks

Thanksin Advance

Tak toYou Later

To My Knowledge

The Powers That Be

Tothe Best of My Knowledge

Ta-TaFor Now

To Whom It May Concern

Wecome Back

With Regard To

What's Up?

Y our Guess s as Good as Mine

You Get What Y ou Pay For

Sleeping
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Chapter 11. Memo, Letter, and
Report Guidelines

"Thisiswhat I'd like to put in my letter: "Beautiful Marquise, your beautiful eyes make me die of love," but I'd
like to put it in an elegant way."

Moliere

M emos

Memos convey information within an organization. The purpose of the message can beto inform, instruct, advise,
announce, remind, respond to questions or concerns, offer answersto inquiries and solutions to problems, express
gppreciation or, report on meetings or status of ongoing projects. Memos can be informal or formal in wording and
tone and distributed to al personnd within acompany or to a salect group. Because memos often address specific
topics, they include subject lines. Nowadaysin many companies, information previoudy communicated through paper
memosis conveyed through e-mail. When planning amemo, whether intended to be sent via paper or dectronicaly,
itishelpful to ask thefollowing:

| What isthe main idea of my message?
Who will be receiving the memo?
How much background should | provide?
How familiar will the reader be with the issues or concerns?

Isthe content intended for technical and nontechnica personnd?

Will any immediate or future action be required of the reader?
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When writing the memo:

State your message in the first sentence or paragraph.

Provide necessary background or frame of reference.

List specific dates, times, locations, details, figures, data, suggestions, guidelines, and so forth in order of
importance.

If necessary closewith urgeto act (call, meet, advise, submit information).
Example: Announcement Memo

DATE: February 20, 20

TO: Gerry Conndly
FROM: Anthony Ramos
SUBJECT: Safety Awareness Workshop

In order to meet the requirements of our new Safety and Security Procedures, a series of half-day workshops
designed to enhance persona safety awareness of al employeeswill be offered on March 15, April 5, and June 10 at
our headquarters training center, Room 200. The workshops will be presented by Lenny Clark, Director of Safety.
All workshops will begin promptly at 9 am. and end at 12 p.m. Breakfast and lunch will be provided.

Please notify Kathy Wolfe at ext. 3088 of the date you will atend this workshop.
Example: Memo Suffering From Infor mation-Overload

If you've ever tried stacking cartons you may have experienced what happens when too many are placed on top of
the rest. The same collgpse results when the reader is overloaded with information. Hereis an example:

TO: All personnd
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FROM: Enrique Moderna

SUBJECT : Casua Dress Codes

We arefrequently being asked what our officia policy isregarding proper business casua dress attire. Because styles
and tastes change with each season year in and year out, and everything that was once old seemsto truly become
new again, it iIsno wonder so many of you are uncertain of what exactly congtitutes proper business casud attire. |
believe that we have findly settled upon some guiddines, informa and certainly not carved in granite or marble or
even cardboard for that matter, that will prove helpful to those of you so perplexed about how to dress for work.

Becauseit would be highly impractica to list adefinitive list of what is acceptable and what isnat, it appears
permissible to state that the clothing employees sdlect to wear during business hours depends entirely upon the type
of daily activity and job function. Employees are expected to exercise good taste, judgment, and plain common sense
when trying to decide what to wear. Everyone should be groomed in amanner befitting the professiona image he or
shewishesto project and yet not be extreme in one way or the other. T-shirts, blue jeans, sandals, sneakers, shorts,
and tank tops are not acceptable at any time. For specifics, consult your department head.

Heresarevised verson:

TO: All personnd

FROM: Enrique Moderna

SUBJECT : Casua Dress Codes

| redizethat daily casud business attireislargely amatter of personad style and taste. At the same time, employees
are expected to exercise good judgment in deciding what to wear to work. Please remember that T-shirts, blue
jeans, sandals, sneakers, shorts, tank tops, and exercise clothing are not acceptable at any time. Because clothes
often make the man or woman, we expect everyone to arrive to work wearing clothing that alowsfor comfort yet
reflects aprofessond imege.

Following are examples of some common types of daily memos:

| nfor mative M emo

TO: All Financid Andyds

FROM: Fran Cesco
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DATE: 2/28
SUBJECT: Environmentd Lawsand Regulations

Our company is subject to numerous federal, state, and loca environmenta laws and regulations governing air
emissions, waste water discharge, solid and hazardous waste treatment, and storage, disposal, and remediation of
rel eases of hazardous materials.

In common with much of the mining industry, our facilities are located on Sites used for heavy industrid purposesfor
decades. Because subsequent remediation is therefore likely, environmental |aws may become more strictly enforced
in the future, and we can expect costs of compliance to increase.

Request/Recommendation Memo

TO: S Ddton

FROM: M. J. Lowdl
DATE: /12
SUBJECT: Test Reports

In recent months, submission of test reports for new products has been continualy well beyond the required deadline.
These late submissions have resulted in extensive delaysin the gpprova process required for each submission. Please
advise dl research personnd that late submissions of their test reportsis no longer acceptable.

Effectiveimmediatdy, dl test reports must be submitted to my office no later than the 15th of each month.
Procedure Memo

TO: Mago Lindsay
FROM: DonnaBayley
DATE: 8/19

SUBJECT: Training Requests
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Pease comply with the following procedures for requesting training for your staff:
1

Submit a brief statement to my office describing both the need and relevance of the specific training to the
prospective participant'sjob respongbilities.

Describe the benefits of the training of individua needs, practica application to daily job responsihilities,
professona growth, job performance, and productivity.

If more than three individuas request attending the same training program, schedule the additiona personnel
for the earliest next training session.

Please cdl Gerri Lane (ext. 1225) for further information regarding these procedures.

Memo Report Discussing a Problem

TO: All personnd

FROM: M. Smone

DATE: 3/15

SUBJECT: Equipment Damage Problem

Recently, | received the Equipment Damage Claim Report distributed by Carmine D'Angdlo for thefirst quarter. The
risng costs of equipment damage, which have increased 56 percent compared with last year, are most disturbing.
Such asubstantia increase should serve asawarning that an increasein incidents could also result in anincreasein
persona injuries. Asaresult, we need to begin intensifying al employees awareness of the seriousness of thisissue.

Asit has been my experience when attending safety meetings to observe that there is not enough discussion about
equipment damage, it isimperative that thisissue be addressed in future meetings. It is only when reducing equipment
damage becomes a high priority concern that we will begin to make progress towards reducing lost time cases and
the potentid for persond injury.

Memo or E-Mail of Welcome

TO: J. Kane
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FROM: C. Gandy

DATE: 10/31

SUBJECT: Wedcome

Welcometo El Moldo Cat Foods. We are very happy to welcome you as a new member of our outstanding
Research and Devel opment Department. Please be assured that at El Moldo we will value your distinguished
expertise and reward your contributions to enhancing the quaity of our product.

Wewill provide you with every opportunity to fully redlize your professond potentia and gods.

If I can be of assstance to you at any time, please cal me at ext. 819.
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Recording/Reporting M eeting Minutes

Have you ever uttered these or smilar words to yoursdlf: "Meetings, meetings, meetings. Nothing but meetings all
day. How do they expect meto get anything doneif | haveto go to al these meetings?' | like to think of meetings as
the commercias of everyday businesslife. Many are important and informative; others may appear unnecessary to all
but the person who called the meseting. | cannot imagine anyone driving home from work who excitedly ligensto a
tape recording of amesting. Can you?

If you are assigned the task of recording and reporting the minutes of ameseting, you dmost have to transform
yourself into a human tape recorder. Accuracy and objectivity are essentia €lements of your recorded comments,
suggestions, agreements, conclusions, recommendations, planned actions, resolutions, and any other topic
participants address. The details you record may often contain information that could have far-reaching implications,
legd or otherwise. Y our ability to record meeting minutes requires atention to detail and polished listening skills. You
have to stay awake and dert, recording details and selectively editing at the sametime.

There are anumber of gpproaches to recording meeting minutes you will find helpful. Thefirst isthe ability to achieve
distance and objectivity amidst your involvement. Y ou must be able to participate in the activities of the moment and
yet stay above the fray, so to speak. One technique isto position yoursalf in acorner of the room ashort distance
from the conference table. Do not face the group. Thetrick isto Smultaneoudy beinvolved yet remain uninvolved in
the discussions of variousissues.

Your initid notes can take any form but must include the meeting's date, time, and agenda. The actud minutes can be
recorded as a numbered list of issues/topics, or you can devise headings to reflect each item on the agenda. Y ou can
place quotation marks around record key comments or paraphrase them. Y ou can underscore statements of fact or
opinion, resolutions, recommendations, and future actions as you record them. Use headings to add a sense of order
and structureto what initialy will seem a chaotic mass of comments. Some writers prefer to record the information
under the headings of "Minute 1, Minute 2," and so forth. If you use thisformat, aso include headings. The sequence
of issues can be presented according to the speaker's name.

Afterwards, assembling the notes into awell-organized document requires the same techniques of any other type of
writing. What was the purpose of the meeting? Who attended? What were the mgjor issues discussed? Were any
resolutions determined? Were any actions suggested? Were there agreements or not regarding this or that issue?
Was afollow-up meeting scheduled?

Inyour find version, before including any quoted comments, it iswiseto ask those you are quoting to verify their
comments. Y ou don't want to find yourself in the awkward position of having someone accuse you of quoting him or
her out of context. Also, whether the meeting is 15 minutes or an hour long your readerswill appreciate your
providing asummary of key pointsof discussion.

Memo Outlining M eeting Minutes
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TO: Michad Martine

FROM : John Rocco

DATE: 5/27

SUBJECT: Mesting to Discuss the Status of Customer Service Center

On May 25, J. Rocco, E. Mars, and E. Cook met with representatives of Southern Buildersto discussthe
architectura design changesfor the new Customer Service Center in Santa Rosa.

Pamela Carey, architect, and Gianna L ucia, Senior V-P, presented dternative views regarding lobby security, visitor
parking, and landscaping. We found their suggestions acceptable and have advised them to submit formal design
changesfor our review by June 30.

Another meeting (June) isto be scheduled with representatives of Central Builders upon receipt of revised drawings.
Initid congtruction of the Center is expected to begin four weeks following find gpprova of the design plans.
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L etters

Lettersare smilar to memos and interna e-mail in their goals, which range from conveying information, ingtructions,
policies, and decisionsto requests for action. Letters are distinguished from interna e-mail messages and memosin
their being sent to someone outside your organization whom you may or may not know. And there'sthe rub, to
paraphrase Hamlet.

Lettersare persona caling cardsto your readers. Y our initial correspondence with your reader offersawritten first
impression of you and your company. Depending upon how well it iswritten and your persond style, your reader
ether perceives someone who is reasonably intelligent, personable, competent, trustworthy, and skillful in written
communication or gathers an instant negative impression. Letters alow you to talk with your reader and, just aswe
respond either positively or negatively to the tone of someone's telephone voice, so too will your reader react to your
letter. Letters dso reflect the company image.

Some years ago, | received arequest from alarge pharmaceutical company to teach editing and proofreading
workshops. The training director explained how the president of the company had by chance come upon aletter
written by a manager to acustomer. There was one grammatica error, but one too many for him. The company
president ingsted the letter be rewritten but expressed gratitude for seeing the letter before it was mailed. His position
was that the reader is unforgiving and so the company, not the writer, would be held up to ridicule. Perhaps he
overreacted. Perhaps not, because what he said is il true. Y our reader will judge both you and your organization
based on the quality or lack of it in your letters.

L etter Style

Traditiondly, lettersfor decades were written in what would seem to ustoday to be an overly formal manner. Hereis
an example of such letters:

May 27, 20

Gentlemen:

Enclosed herewith please find payment for invoice in the amount of $45.00 submitted in response to letter of yours of

the 28th April. We trust to be favored with your continued services and therefore remain, gentlemen, yoursfaithfully
and with cordidity.

Sincerdy,

Nowadays few readers would have the patience to read such verbose though ornately e egant sentences. In our time
of cdl phones and instantaneous e-mail, most readers have little time for such cordidities. They prefer the writer to
get to the point.
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May 27, 20

Dear Ms. Smith;

Enclosed is payment of $45.00 for your invoice of April 28 for the repair service you provided. Welook forward to
continued businesswith your company.

Sncerdy,

Here are suggested guiddinesto gpply when writing letters:

State your most important idea in the opening sentence or paragraph

February 5, 20

Dear Ms. Thomas:

The reaults of the survey we conducted on January 20 reved that amgority of your employeeswould enroll in
training workshops presented ongite.

If responding to a letter, refer to itsdate or other identifying infor mation

June 15, 20

Dear Mr. Hansen:

Inreply to your letter of March 4, please accept my apologies for the unsatisfactory service you experienced at our
Cape Cod restaurant.

Offer minimal background or detailsto provide a frame of reference for your reader

July 10, 20

Dear Mr. Marco:

| submitted your resume to Grace Marti, Director of Information Technology, and she has expressed an interest in
meeting with you next week to discuss your background.

Emphasize key ideas and details, underline important words
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November 4, 20

Dear Mrs. Brown:

In response to your inquiry of October 30, the genera principle involved in the typography of datelines, addresses,
and sgnaturesisthat they should be set to stand out clearly from the body of the letter. Thisis accomplished by using
CAPSand italics.

Present information in order of importance

August 19, 20

Dear Mr. Marcid:

| have recently learned that only asmall percentage of your employees have enrolled in aretirement plan offered by
our investment firm.

It appears that many are skeptica about investing in stocks and bonds because of the unfortunate experiences of one
of your managerswho lost a substantial amount of money last year, which resulted from hisinvesting in highly
speculative stocks.

| would be willing to have one of our representatives offer abrief talk about the various forms of investments that
would offer both safety and potentia growth.

If you areinterested in scheduling this presentation, please call metall free at 1-800-123-4567.

Sncerdy,

Use headings, numbered or bulleted, lists, and/or single sentences to highlight major
points

May 10, 20

Dear Ms. Marquettte:

In responseto your inquiry regarding plant names and forms, | have compiled thefollowing list of guiddinesfor
indicating plant names.
1.

In generd, derivatives of proper names with acquired independent meaning are not capitalized.
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2.

If the capitd letter isretained, either the hyphenated or the two-word form is used, depending on
predominant usage. Examples are English-ivy, Amazon-lily, Barbados-cherry, Canterbury-bells,
Mexican-buckeye, Cupids-dart, flowers-of-Jove, and Easter-bells.

Such names as Charlie, Jack, and Susan lose their capital |etters. Examples are jack-in-the-pul pit,
black-eyed-susan, and creeping-charlie.

The apostrophe is omitted in names with a possessive e ement. Examples are Grayslily, Jacobs-rod,
ladies-tresses, Queen-Annes-lace, and Turks-cap.

Preferred usage appliesto those plantsindicated by adjective formsrather than by plant names. These
include may-apple, blackbud, begbam, bigmoon, dawnrose, hafmoon. Usudly though not without

exception, plant names ending in bane, bark, bean, berry, bine, brush, cup, fern, flower, grass, ledf, lily, nut,
pea, plant, pod, root, seed, thorn, tree, vine, weed, wood and wort are printed as solid words. Examples are
bluestemn, chainfern, blackberry.

Usudly though not without exception, plant names ending in bane, bark, bean, berry, bine, brush, cup, fern,
flower, grass, ledf, lily, nut, pea, plant, pod, root, seed, thorn, tree, vine, weed, wood and wort are printed as
solid words. Examples are bluestem, chainfern, blackberry.

Note
If the preceding word is a proper name
which retainsits capitalized form, the
nameis hyphenated, asin Austra

ian-pea.

| hope you will find thisinformation helpful and appreciate your writing us.

Sincerdy,

Maintain a cordial, professional tone

Perhapsthe billing error was the result of an oversight.

Prefer active voice sentences

| will send the report to you tomorrow.
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Avoid cliches

Y ou're barking up the wrong tree.

In your closing, state clearly any requests for action from your reader

Please submit your request no later than August 10.

Avoid Beginning a L etter With:

1.

Unnecessary or ingppropriate generd statements.

How's the weather in Phoenix?

Obvious references or satements.

(0]

| amwriting this|etter to....

Thisletter isin referenceto...

Archaic and legal-sounding words and phrases.

(0]

Attached hereto...

Referenceis made...

Pursuant to...

| acknowledge receipt of your letter.
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Reports

Theideaof writing areport can cause alarm for any writer. When you are assigned the task of writing areport, your
first thought may likely be, "Thisisgoing to take time or involve alot of work." Writing areport is not something you
dash off in aminute or two, such asan e-mail or fax. The very official nature of most reports can be daunting in terms
of our reader's expectations and the need to convey information objectively and convincingly. Reportstaketime,
whether in gathering the facts and details or in the actud writing. They can be less stressful if you use the following
approach:

Step 1: Determine the Purpose

Thefirst step isto determine the god or purpose of writing the report. Will it be used for information,
decison-making, problem-solving, understanding reasons for an existing problem instruction, measure progress,
auditing, or explaining a process or procedure? Knowing what you do not have to address in the report is as helpful
asdeciding what is essentid.

. Suggested Opening Lines

Hereisthe information you requested in your recent |etter.

Enclosed isacopy of our annua report.

We have carefully investigated the incident you reported and have found....

| would like to offer my servicesto your organization.

Thank you for applying for the position of senior hedlth care specidist.

| would appreciate your hep in providing/obtaining the following information.

| can understand how frustrated you felt when you redlized the swesater you received was the wrong size.
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We are pleased to welcome you as a preferred banking customer.

Thank you for letting us know about the difficulty you encountered attempting to assemble our E-Z bookcase.

Please dlow me to express my regrets at the unfortunate rudeness you experienced at our store.

| understand you are seeking someone experienced with the XY Z system.

Please accept my apologies for responding late.

We are concerned that your monthly payment is 90 days past due.

Thisisto confirm your appointment at 10 am. on Friday, July 5, with our account representative.

Congratulations on your promotion to Director, of Marketing.

| would be glad to meet with you on Thursday, August 18 a 4 p.m.

| agree you should have received your refund severa weeks ago.

Weve noticed you haven't used your FHlying Club mileage privileges.

Mr. George Thomas has asked meto reply to your letter of November 12 concerning customer-service
procedures.

| am extremely disappointed with your not providing the material s we needed to complete construction of our
research and devel opment center.
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Have you received the two catalogues | sent you last Monday?

I'm writing to invite you to join our tennis club.

Hereisaligt of our training godls.

| am very sorry to learn of your recent accident.

Please follow these ingtructions carefully.

Here are the indructions for operating the new lawn mower.

Diana Baker has suggested | contact you for information about your firm'slegd services.

Please cancel my order.

We have received your payment of $190.

This report summarizes our test results.

| have forwarded your letter to our accounts payable department.

Thank you for taking the time to write us about our products.

Many thanks for the helpful suggestions you offered. | would gppreciate your help in solving a problem with
the new software.
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| havelearned that several employees are taking three-hour lunches.

Did you ever receive the faxes | sent last week?

According to our benefits guiddines, you will befully reimbursed for the tests.

If therés any other way | can help you, please cal meimmediately.

Step 2: Identify Your Reader

In everything we write we need to consider the reader. Thisis especidly true when preparing areport because of the
considerable amount of potentially complex information areport may include. Here are some questions to ask:

. Suggested Closing Lines

If we can be of further service, please let us know.

| very much enjoyed meseting with you.

Thank you for your patience and understanding.

| look forward to hearing from you.

Wewill work with you to resolve this urgent matter.
Thank you for taking the time to meet with me.

Please call or write to make payment arrangements.
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Many thanksfor the gracious welcome.

Please send a copy of the corrected invoice to the address listed below.

Y our payment of $145 will bring your account current.

Please sign and return the enclosed contract.

I am hoping you will fed better with each day.

Here's how you can help usraise funds.

It was thoughtful of you to include usin your celebration.

Y ou should receive your new computer within five business days. Thank you for your order.

We appreciate your continued business.

Please read this prospectus carefully beforeinvesting in our fund.

| would appreciate hearing from you no later than Friday.

Please express my best wishesto Mary Jane.

If you have any questions about the project, please call me.

What isthe reader'sinterest in the report?
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Will the report be submitted to readers with different needs and levels of understanding?

How knowledgeable isthe reader about the subject of the report?

Doesthe reader share your professiona or technical expertise?

How much background information will be necessary?

Isthe reader in or outside your organi zation?

Will the reader need to understand particular theories or technical dataincluded in the report?

Will the reader have thetime, interest, or ability to review any technical data?

Do you need to explain technical terms and methods?

Should you provideillustrations to support the text?

Should you provide explanatory text for theillustrations?

Will your reeder find asummary helpful?

Can extensve supporting data be placed an gppendix rather than in the body of your report?

Step 3. Organize the Information
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The information presented in areport can be organized according to one of the following patterns or formats.

Sequence or Time Order.

Problem/Solution.

Cause/Effect.

Function.

Procedure.

Progress.

Importance.
Step 4. Decide Which Elementsto Include

Reports can beinformal or forma depending on your purpose, the nature of the information, and your relationship
with the reader. Informal reports may concern routine assignments such asfield trips or tests and can consist of one
to two pages. The information can be genera or detailed, depending on your knowledge of the reader's needs and
expectations and whether the report isintended for those insde or outside an organization. If you arefamiliar with
your reader, you may prefer to use a conversationa presentation style and not feel the need to explain technical terms
or acronyms your reader dready understands. The informal report consists of atitle, summary, introduction and brief
background, supporting details, and a conclusion or recommendation. Formal reports often treat a subject
extensively and are prepared for a salect audience, such as the company president, board of directors, shareholders,
executive committee, investigative body, or client. Asaresult, forma reportswill consist of information that needsto
be presented in a more structured format. Because these reports may not be routine assignments and thereisless
chance you will be familiar with your readers, the toneis more impersond and there is greater need for explaining
terms and data and perhaps for including illustrations to support or explain your findings. Y ou can arrange the
information according to the following pattern:

Provide a letter of transmittal or cover letter to explain the purpose of the report, the subject, benefits of
thefindings or data reported, limitations or obstacles encountered, and importance or value to the reader.
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Include a title page that announces your report's subject or focusin specific words.

Insteed of:

Traning Procedures

Write

New Training Procedures for Customer Service Personnel

Provide a table of contents.

Beginwith a summary of key pointsin layman'sterms. Do not use technical jargon, acronyms,

abbreviations, scientific formulas, or mathematical caculations or principles.

Present an introduction that outlines the subject, purpose, and scope of the report.

State background details as briefly as possible. Place highly detailed background information that is not
required by al readersin an appendix.

Present a discussion of your key ideas and findings along with supporting detailsin a series of paragraphs
listed in order of importance.

Lig conclusions, recommendations, solutions, or an urge to act in your closing Satement.

Provide appendices conssting of a glossary, bibliography, list of symbols, and any additiond informeation
that will be helpful to your readers.

Evaluative Report Example

TERM LOAN FACILITATION: XYZ International
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Executive Summary

Based in Chicago, XY Z Internationd isthe leading producer of cement in the Midwest. XY Z Internationd is engaged
primarily in the production, distribution, marketing, and sales of cement and ready-mix concrete. XY Z isseeking to
expand its market share of businessin Canada and Mexico, and is seeking to acquire two major cement producers.
Assuch, Lazzo and Partners has been asked to arrange a$10 million financing Term Loan.

Background

The cement producing industry has experienced considerable growth in the last decade, largely due to new home and
commercia office congtruction, extensive bridge and highway repairs, and numerous other public works programs. In
thelast two years, cement consumption increased 59 percent throughout the United States as aresult of increasing
new housing starts and low interest rates.

Inthelast 10 years, XY Z has expanded into markets through geographic diversification. For the year ended, XYZ
derived gpproximately 49 percent from midwestern saes, 21 percent from southwest sales, 16 percent from
northwestern sales and 14 percent from southeastern sales.

Investment Merits and Risks

Asareault of the positive trends that have been occurring in the cement production industry, XY Z appearsto bein
an excellent pogition to grow and expand its share of the market. The company has been generating strong cash flow
and has been showing significant operating profitability during the last five years. In addition, the company has built up
sufficient cash to be prepared to take advantage of opportunitiesto purchase smaller companies at reasonable prices.

Moreover, XY Z has restructured any outstanding debt to reduce interest expense (from 8.5 percent to 5.25 percent)
and improveitsfinancid strength. The company has an experienced management team capable of adapting to
changing market trends. Demand for cement consumption is expected to continuein al market aress.

At the sametime, although the immediate outlook for cement consumption gppears favorable, continued strong
marketplace demand is uncertain. Interest rates may rise, housing starts may reach surplus levels, fundsfor public
works programs may be decreased. Competition from foreign cement producers, such as Domingo, S.A., which has
strong sales in southwestern states that include Texas, New Mexico, Nevada, and Arizona, islikely to continue and
may lead to declining sles and prices. It also remains to be seen how the market for cement consumption performs
according to economic fluctuations.

Recommendations

Management believesthat given the strong indicators, the current low interest rates, and the and proven prudent
leadership of XY Z senior management that has positioned the company as one of the most efficient and profitable
cement producers, our agreement to arrange a$10 million Term Loan Bond for company expansion will provide
minimal risksto investors.
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Procedural Report Example

SETTING GOALS. A GUIDE FOR MANAGERS

INTRODUCTION

In asurvey conducted last month among managers, amgority (89 percent) expressed concern about the difficulties
of setting, measuring, and achieving goals related to both persona and corporate performance. In responseto this
need, senior management sought the advice of severa experts and consultants to addressthisissue. Thefollowing

suggestions highlight their mgor points and observations about how managers can set and meet goas asindividuas
and as members of alarger corporate entity.

SELECTING THE RIGHT GOALS

Just as an organization must carefully select the goas most beneficia to yearly health and growth, so too must its
managersfocustheir energies on goals most essentid to particular needs and specid skills. By focusing their efforts
and resources on selected rather than on numerous goa's, managers can significantly increase their chances of
success. On alarger scale, these efforts can affect and enhance corporate vitaity and stability. The most pressing
guestion for most managers, of course, will be: "How do | determine what are the best goas?* One solution isto
prepare a checklist of dternative goas and then ask the following questions:

1.
What do | want to accomplish in the next six to 12 months?
Which goaswarrant priority and why?
Which goa s would senior management like to see me accomplish?
How do the gods affect my staff's workload?
What do | do best? In what areas are my skills most useful and productive?

What weaker areas must | strengthen?

How will these god's contribute to my department and organization at large?
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Dol haveaplan?

Do my godsduplicate or conflict with the goals of others or with corporate policy?
10.

Aremy godsredidic?
11.

Can | st atentative completion date?
12.

How can | evauate the long-range benefits of achieving of my goas?

PREPARING A PLAN

Oncethe goals have been set and the above questions have been carefully considered, the next stepisto devisea
plan for implementing and evauating the goas. Thisis best accomplished by focusing on specific rather than on
genera concerns. In expressing the scope of the goasin astatement, it'simportant to concentrate on the particulars.
For example:

GOAL: Todeveop atraining program by August 19 after identifying employee needs, interests, staff requirements,
and ddivery formats. Had thisidea been expressed more generdly ("To develop atraining program’) the specific
tasks would not be immediately identified, and time would be lost as the manager sorted out the specifics of what he
or she wanted to accomplish. It isnot until the tasks and stages are recognized that the manager can assign
components to staff members. The manager then must set a completion date for each task and schedule periodic
review mestings.

REVIEWING THE GOALS

Because goals set early in the year can prove secondary to others as time passes and needs change, the manager
should carefully and systematically review goasin terms of relevance and probable achievement. No goal should be
pursued merely for its own sake or to satisfy the need to complete a project. Goals that may prove
counterproductive to ongoing individua and corporate needs should be discarded, especidly if they arejudged
outdated and no longer viable.

CONCLUSION

Setting clear goals offers managers the opportunity to accomplish particular ams, focus on long-range issues of
concern, and invariably leads to more effective time management. The ability to set and achieve selected goalsis
ultimately crucid to effective daily and long range job performance and productivity.
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Chapter 12: Instructions,
Presentations, Proposals, and
Resumes

"How do | know what | think until | see what | say?"

E. M. Forster

| nstructions

Our daily and professond lives arefilled with ingtructions. There areingtructions for usng a power tool, ingtdling the
latest software, operating acell phone, cooking dinner, ingtdling anew sink, programming your VCR, and assembling
your child's bicycle, not to mention instructions from your spouse about what not to say in front of your in-laws. In
business, your job might involve providing payment ingtructions for customers, shipping procedures for vendors, using
new software, adhering to hiring policies, completing questionnaires, or submitting proposdls.

Who among us hasn't tossed a set of instructions aside after uttering, "These ingtructions are usdless!” On the other
hand, you may know the story of the hel p-desk advisor who received a phone call from acustomer explaining that
the new computer she bought was not working properly. She went on to say that the image on her monitor was
frozen. She added her manual "said to press any key," but she did not know which one wasthe "any" key. Absurd?
Comica?Yesand no. If thereis one occasion for Murphy's Law to exert itsforce on writing, it'swhen anyonetries
towriteingtructions. Think of dl the times you had to explain once, twice, maybe three times what gppeared to you
to be the smplest task. When trying to explain technica ingtructions to anontechnica reader, the opportunitiesfor
confusion increase athousand percent. Y ou try saying it another way. Y ou draw apicture. Y ou write the ingtructions
in smpleterms. Y ou actually show your listener how to do something. In writing you can't do that because you are
usually not there to explain what step to take or procedure to follow if aproblem occurs.

Writing ingtructionsis never easy for anumber of reasons. The first and most significant hasto do with your
knowledge of the subject. Usudly the more you know and even the more adept you are a your subject, the more
difficulty you have writing clear ingtructions. When you perform a process often or routinely many of the procedures
become second nature to you. Y ou follow each step automaticaly. Inwriting, these same steps occur in your mind
but are often not expressed for your readers.

For example, let's say you have to write ingtructions for changing atire on adeserted highway. There are no public
telephones and you do not have acell phoneto call your locd road service. In most instances, you would most likely
either forget to tell your reader to first shut off the engine or how to use the jack or take the spare out of the trunk or
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loosen the bolts. At times your readers will also need to know what purpose the ingtructions will serve. They will dso

need to know what not to do: "Warning: Do not connect the wires when standing in a pool of water."

The next obstaclesto writing ingtructions are clarity and smplicity. Ingructions are not the occasion for showing off
your writing skills. Use smple words and sentences. Prefer active to passive voicethat is, place your activity words

in the beginning.
NOT: The screw isturned three timesto the right.
BUT: Turn the screw three timesto the right.

Remember to list and number the steps. Readers appreciate lists because of the benefits offered by information
presented in avisualy orderly sequence. Write theingtructions asif you were learning them for thefirst time, and the
chancesfor successwill be enhanced tenfold.

Here are words and phrases you will find hepful when writing ingructions:

adways

avoid

caution

check

connect

described

explan
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how to

indicated

indallation

method

normd

operation

procedures

remove

standard steps

usudly

wamning

Example

Choosing aLocation for Y our Fax Machine
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Place your fax machine on aflat, stable surface, such asadesk or table.

Sdlect aplacethat isfree of vibration and shocks.

L ocate the machine near atelephone jack and a standard, grounded power outlet.

Do not place the machine near hesters, air conditioners, water, chemicals, or refrigerators.

Do not expose the machine to direct sunlight, excessive heat, moisture, or dust.

Do not connect the machineto dectrical outlets controlled by wall switches or automatic timers.
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Presentations

" Speak briefly, and to the point.”

Cao

At firgt glance, the most noticeable difference between ora and written communication isin the manner of
presentation, spoken versus written words. As aresult, the subtle distinctions between the two modes of
communication may not be immediately apparent. Both methods provide information in the form of facts, opinions,
judgments, numerica data, conclusions, and recommendations. Both require smilar tasks during preparation:

1.

The purpose and scope of the report must be identified.

The audience must be analyzed or considered.

[llugtrations may be employed, though more soin ord presentations.

The tone must be appropriate to both subject and occasion.

On closer examination, however, it becomes apparent that there are advantages and differences unique to both ord
and written communication. As atangible document composed of so many pages, the written report conveysa
concreteness and permanence that underscoresitsimportance. Even though the reader can scan thereport at a
leisurely pace, the reading process requires active participation. Certain passages can be highlighted, commented
upon, or reread.

The ord report or presentation, by contrast, allows the speaker to verbally emphasize mgjor points through vocal
tone, inflection, volume, and well-timed pauses. |deas can be explained, clarified, or exemplified. Thereis greater
flexibility in matters of usage and grammatica correctness because listeners don't ways expect public speakersto

be | etter-perfect. The speaker can use body language and facia expressions to emphasize key ideas or even influence
the listener's response. Humor can beinjected depending on the topic.

Planning the Presentation

Similar to awritten report, an oral presentation requires careful planning. Important factsto consider include the
scope, purpose, and focus aswell asformats for organizing and devel oping ideas and findings. Here are some points
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to bear in mind when devising afirs dreft:

Avoid discussing difficult and complex issuesin excessve detall.

Limit the use of facts and numerica datato supporting key ideas and findings.

Present the most important ideas and issuesin the opening or closing.

Summarize main ideasin concluding comments.

Prefer familiar words to enhance a conversationd tone.

Prepare answers to possible questions.

Considering the Audience

The need to consider your audience isno lessimportant for an ora presentation than it isfor awritten one. The same
questions must be posed in terms of the audience's generd background, interest in the subject, and ability to
understand any complex or technical materia. Y ou need to decide if the presentation will beinforma or formal.
Should you include an anecdote or two or perhaps some humor here and there or be strictly limited to sober facts?
How long can you expect the audience to listen to the topic? How much detail will they appreciate? Should you alow
for aquestion and answer period and if so, then for how long? Whenever we speak we are our most attentive
listener. Can we expect the same of our audience? Perhaps not. For this reason you would do well to assume the
listener's chair and ask these questions:

1.

If I had to attend my presentation, how would | prefer the materia to be presented? Informally? With humor?
Lotsof illustrations? Brevity?

What would hold my attention throughout the presentation? A variety of topics? Benefitsto me? Fitfalsto
avoid? Hard-earned lessons?

Consdering the subject matter, would there be atime in the presentation when my mind islikely to wander?
What would keep me interested?
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4,

Am | getting too much or too little information? I s the speaker's knowledge of the subject and expertise
beyond mine?

Preparing an Outline

For many speakers, the greatest fear isthat at some crucial moment in the discussion their minds will go blank or they
will embarrassingly stutter and stumble from one incohesive thought to another. Preparing an outline of key ideas will
hel p reduce such anxiety. Reducing longer sentences and masses of datato key words or phraseswill serve as
"touchstones' to memory and continuity of thought.

For instance, if your sentence reads:

The School of Business Education serves approximately 1,500 students, of which 60 percent are undergraduate and
40 percent graduate students, and employs afull-time faculty of 30 instructors.

Inyour outline you would note:

School of Business Education; 1,500 students.

60% undergraduate; 40% graduate.

30 full-timefaculty.

Much easier to remember, isn't it? Preparing an outline consisting of key phrases and the sequence of information can
help you fed alot less pressure and convey asmoother flow of information.

Writing the Opening

Thereis no guaranteed way to attract your audience's attention during the opening moments of your presentation.
However, if your listeners are not "hooked" in the beginning, thereislittle chance of their coming round afterwards,
unlessyou resort to dides or other illustrations. There are anumber of proven initid techniques you can useto help
you get your audience involved. For example:

Offer Interesting or Unsettling Facts
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Sometimes unusua or controversia information can "jump start” your discussion. Y ou don't haveto make

mel odramatic announcements or sensationd claims. Rather, you can rdate alittle known fact or correct amistaken
notion:

It ishard to believe that despite the enormous educationa opportunitiesin the United States, there are more than 40
million functiondly illiterate Americans. Even more sartling, haf of the poor souls are high school graduates.

InvolvetheListener

All salespeople know that before they can hope to close a sale they must gain their customer's attention. There must
be some involvement or shared understanding. Asking aquestion such asthiswill help diffuse any boredom or
indifferenceto your topic:

What can we do about this problem that is certain to undermine our palitical and economica stability and growthin
the coming decade?

Use a Quotation

Quotations are wonderful aidsto initiating, developing and concluding your discussion. Remember that quotes should
neither be too long nor complicated.
"Thereis only one thing in the world wor se than being talked about, and that is not being talked about. "

Oscar Wilde

"There was things which he stretched, but mainly he told the truth.”

Mark Twain
Relate an Anecdote

Most people love stories and anecdotes, so you might want to tell an amusing tale that aptly servesto introduce your
subject. Anecdotes should never belong nor contain objectionable materia or words. Rather, relevance and good
taste are the best guiddlines to appropriateness. Here is one way to introduce areport on functiond illiteracy:

The other day the computerized cash register at my loca supermarket broke down after totaling the price of agalon
of milk, loaf of bread, and dog biscuitsto $6.37. Since the drawer was open, | handed a $20 bill to the cashier fully
expecting she would be able to make change. She stared at the total amount due. Then she stared at the $20 hill.
Then she stared a me. "I have to wait until the register comes back on," she announced.

My experienceisnot unique. Are we over-relying on machinesto help us carry out previousy smpletasksor facing
acrigsof functiond illiteracy?1'd like to share my findings with you today in discussing the sate of basic skillsinthe
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U.S. workforce.
Provide Background I nfor mation

Background details provide the listener with aframe of reference for your discussion. Very often thisinformation can
include definitions of important terms, a statement of purpose or your gods, and any additiond insghtsthat may help
your listener fully gppreciate your comments. Keep the number of detailsto aminimum to avoid your listener
experiencing information overload. The benefit of providing background details restsin orienting your listenersto your
presentation’s focus and scope, not merdly overwhel ming them with endless facts and figures. Heré's an example:

Last year, 35 percent of the corporations surveyed for this report repeated the equivalent of high school basic level
reading, writing, and math skillsfor their employees. One mgjor firm spent 5 million dollarsto train 14,000 workers
nationwide. What are the reasonsfor this crissin basic skillsamong members of the American workforce? Too
much televison? Too many video games? Are there solutionsto this growing problem?

Concluding the Presentation

If the opening remarks of your presentation must attract your audience's attention and your subsequent comments
develop and sugtain that interest and attention, the concluson will either reinforce key points and findings or urge
action or further involvement. No information should be introduced in your conclusion that has not been previoudy
discussed. Also, in most instances, asimple "thank you™ isthe best postscript.

Don't Read the Report!

In Shakespeare's Hamlet, when agroup of actorsvisits Elsinore Cagtle, Haml et advises them to "suit the action to
theword, the word to the action." The same advice holds true today. Although you need not be an actor to deliver an
effective presentation, you must consider atone and style appropriate to the report's content and audience. Using a
light and breezy manner in announcing poor earnings performance or loss of sizable contractswill hardly be
gppreciated by your listeners. Nor would an emotionless, monosyllabic droning ddlivery convey ahumorous
anecdote.

Any speaker who Ssmply reads a presentation in a monotone voiceis certain to lose the audience's attention.
Remember to convey a sense of enthusiasm no matter how dry the topic. Just as no one enjoys one-sided
conversations with people who either only talk about themsalves or monopolize adiscussion, neither will your
listeners enjoy your endless stream of thoughts. We rarely appreciate anyone talking at rather than to us.

At the sametime, reading areport is not conversation. The rhythms of speech are different, more measured and
pronounced. We don't want to have many extended moments of silence between sentences. The tone must convey
liveliness but not shouting. Y our audience is not expecting asermon. They can get that € sewhere. People want
information expressed in a manner they can enjoy and understand. They want to fed that their timeisnot being
wasted. They want to fed that what you have said isworthwhile, incisive, and ultimately ussful. Above dl, never
confuse an oral presentation with alecture. Rather, think of your presentation as an extended conversation with more
than one person.



This document is created with the unregistered version of CHM2PDF Pilot

[ rrevious [noer |



This document is created with the unregistered version of CHM2PDF Pilot

Proposals

Proposals are detailed documents designed to persuade your reader to accept an idea, recommendation, or solution
to aproblem, adopt a plan, buy aproduct, use your services, or give you money for research. Proposals are
sometimes written to offer suggestions. Proposal's can take many forms. Depending on the content and your
relationship to the reader, they can beinforma or formal, brief or lengthy, and expressed through memos, |etters, as
separate formal documents, or perhaps even viae-mail. They can be written for interna or externa audiences, may
be solicited or unsolicited, or may bein response to a Request for a Proposal (commonly referred to asan RFP) or a
Request for a Quote (RFQ).

Strategy Suggestions for Successful Proposals

Whether the god isto persuade upper management to accept your suggestions for improving productivity or for your
consulting group to win a sizable government contract, think of your proposal asavariation of asaes|etter. After all,
isn't the basic idea of any proposal, including one for marriage, to "sall™ your reader (or prospective mate) to accept
your ideas or you? In al proposas, written or verbal, the overdl thrust and tone must be persuasive. Moreover,
smilar to amarriage proposd, you will need to supply supporting details, such asfacts, satistics, numerical data,
approach or procedures, criteriaor standards for evauating effectiveness or success, fees, sequences of activities,
dates, and ligts of personnel or who will be invited to the wedding. Most importantlt, your proposa must include a
benefit statement or list of benefits. What do you hope to accomplish? How will your proposa save the company
time and money? What solutions are you offering that will assuredly address an ongoing problem? In brief, what'sin it
for your reader? Every successful salesperson knows that the best way to get the order isto offer potentia customers
exactly what they need and want. | have known imaginative saes representatives who were effective at creating a
need for their customers or leading them toward seeing a need they didn't know existed.

Perhaps the best method for emphasizing the benefits of your proposa isto place them in acover letter or the
introduction. The advantagesto your reader must be clearly stated. They must be able to see how you can save them
time and money, improve workplace safety, increase productivity and job performance, enhance a product or
sarvice, or provide needed training. In between, the details should redligtically and logically support your premise.
Solutions must seem practical and feasible. Arguments must be irrefutable and based on fact. Weigh dl factors before
offering a.conclusgive solution or recommendation. Emphasize the likelihood of immediate practical application or
advantage. Consider and possibly address opposing viewpoints or aternative approaches. Perhaps ask these
questions. How convincing ismy proposa? Would | accept it? Would | fee comfortable presenting it to upper
management or alocating cons derable fundsin accepting the proposa?

When responding to an RFP, review carefully dl ingtructions and wherever possible rework and include any
particular buzzwords or jargon in your sentences. If possible, contact the agency or individud with authority to
approve the proposal to clarify any confusing guiddines. Address al issues and questions. Avoid evasive or vague
reponses and comments. Perhapsit's best if you think of writing and submitting proposals as similar to playing a
game where you have only one chance to succeed. To paraphrase F. Scott Fitzgerald's observation: There are no
second actsin submitting proposals.

Designing/Formatting Proposals
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Thereisno oneway to design and structure a proposal. If you're responding to a Request for a Proposal, you will
have to adhere to the guidelines outlined. Sometimes a proposal consists of preprinted pages conssting of a series of
numbered or |ettered headings followed by blank spaces. However the instructions are presented, you must follow
them to the letter. Do not attempt to be crestive or imaginatively improve the format. To do soisto risk having your
proposd regjected for "non-compliance” to strict guiddines. (I know because it has happened to me.) Formal
proposals often include the following dements:

1.

Cover letter.

Title page.

Introduction discussing the subject.

Scope of work.

Background.

Statement of objectives.

Strategy, work plan, or approach.

Ligt of materidsor equipment.

Schedule of work or activities.

10.

Professond qudifications and experience.

11.

List of personnd.

12.
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Evauative methods.
13.

Budget (costs/fees).
14.

Conclugon.
15.

Appendix of supporting documents.
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Resumes

Everyone who hasto work for aliving strivesto get a"good" or "better” job, which for most people conssts of daily
activitiesthat are interesting and satisfying and that fully utilize their skills and experience. Some people want ajob
that offers challenges. Some enjoy travel and being outdoors. Others prefer ajob that alows them to work on their
own. Everyone wants ajob that offers a decent sdary, fringe benefits, retirement programs, and pleasant working
conditions. Y et whether working toward obtaining agood job or an ideal one, your successin achieving that goa
ultimately depends on your ability to "sell" yourself on paper, which conssts of aletter of gpplication and aresume, or
detailed summary of your education, skills, and job experience.

Would You HireYou?

Perhapsthefirst question you need to ask when preparing aresumeisthis. Would you hire you? This question will
prompt you to engage is helpful self-analysis of your strengths and weaknesses. For example:

What job-related skills or training do you have to offer your employer?
How much experience do you havein aparticular fied?

What are your long-term professiona goals?

Do you possess any unique skills, such as speaking two languages, that would prove helpful in your daily
responghilities?

Have you developed any specid technical or expertise that will enhance your appedl to your prospective
employer?

Have you had exceptional job experiences that will prove valuable to your job performance?

What particular accomplishments have you achieved that are relevant to the job you are seeking or reved a
pogitive character trait?
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What don't you want in ajob?

Aretherelimitations or condtraints, such asrelocating to another state or salary requirements?

What qualities, skills, knowledge, and interests will enable you to contribute to acompany?

L etter of Application

If we are what we write to those who have never met us, then both your letter of application and resume will
demondtrate your ability to communicate clearly and to the point. Because the letter of gpplication isyour initial sales
pitch, you need to impress your reader not with just alist of details but aso your writing skills. Y our letter of
gpplication will reved to your potential employer not merely what you know or have accomplished but your ability
(or inability) to express your thoughts on paper. The next time you glance at your local newspaper'sjob section,
notice how many jobs ads require that gpplicants have "excelent written and verba communication skills." Include
the following information in your letter of gpplication:

1.

The specificjob for which you are applying. Incorporate as much wording as possible from the job
announcement or briefly describe the type of position you are seeking.

Your reasonsfor applying, such as seeking greater professona challenges or utilizing of job skillsand
professond expertise.

How you can contributeto the organization. Ligt the benefits the company will obtain by hiring you.
Mention the specia skills or significant experience and skills you can offer. Do not offer comments regarding
your desirefor higher pay, shorter working hours, and the chance to work with people who will like you.

Degrees, professional licenses, and certifications. Use atraditiond letter format. Begin the letter with
"Dear Mr. or Ms. " if you have a specific name (even if you fed uncomfortable doing so in addressing
astranger). If applying to apost office box number or you do not know the gender of the reader, use "Dear
Sir or Madam," "Dear Human Resource Manager,” or "Dear Personnel Representative” in your sautation.
Alwaysclosewith "Sncerdy” or "Yourstruly.”

Job Application Cover Letter Example

June 3, 20
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Alexis Smythe, Managing Editor
Company Name

Address

City, State Zip

Dear Ms. Smythe:

In response to the editorial position advertised in yesterday's New York Times, enclosed ismy resume, which
outlines my considerable experience as an editor for varioustechnical publications.

Although | have thoroughly enjoyed my current position asa senior editor of the popular Love That Technology, |
am currently seeking greater challenges and opportunitiesfor my skills.

My ten years of generd editorid experienceincludes aworking knowledge of the business aspects of publishing
technica magazines and professond journas that would enable me to make an added contribution to your
publication. When | attended Georgia State University and mgored in English and journalism, | edited the college
newspaper for three years. Many thanks for considering my application. | look forward to hearing from you.

Sincerdy,
Writing the Resume

Various structura formats lend themsalves to resume design, but the one you choose must be readable. Because your
readerswill have dozens of resumesto review, you need to present yourself in the most concise and visualy
appealing manner. Therefore, remember to present information about your professional experience selectively. You
don't haveto list every job, award, and accomplishment, only what will prove appropriate to the position you hopeto
obtain. If possble, avoid mentioning sdary expectationsin the resume. Wait until you've been invited for an interview
(and then only near its conclusion) to discussthistopic. If required, use terms such as negotiable and flexible to
describe sdary requirements.

Format for a Traditional Resume

A traditiona resume containsthe following information:

Name.

Contact Information: address, telephone number, and e-mail address.

. Sample Resume
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Jeremy Mutsey
715 Laguna Lane
Los Angeles, CA 90048
jmutsey@isp.com

Objective: A challenging, responsible executive position in hotel management.

Experience:
0

Generd manager of alarge hotd in southern Cdifornia

Responsible for overdl operationsthat include:
0

Coordinating various socia functions.

Evauating personnd performance.

Scheduling training sessonsfor al service personnd.
Employment History:
0

1997-present: Generd Manager, Beverly Hills Paace

1992 1997: Catering Manager, Hilton Hotel, Chicago

1988 1992: Manager, Gandy's Restaurant, New Y ork

Education:

(0]

B.S. Hotd Management, New Y ork University

Franklin K. Lane High School

References. Available upon request.
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Objective: Y our career gods or reason for gpplying for the pogtion.

Experience: Ligt first the most appropriate job-related experience.

Employment History: Begin with the most recent or current position. Include dates and responsibilities.
Education: List according to highest degree obtained.

Additiond Qudifications.

References: State that these are available upon request.
Action Verbs

When describing your accomplishments and experience, use the action words below to achieve for greater force and
precison. Here are some examples:

accomplished
adminigtered
arranged

conducted

condtructed
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contributed

coordinated

created

desgned

devel oped

devised

implemented

initisted

operated

organized

planned

researched

upervised
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Proofreading and Editing

Y our reader will judge your application and resume on its correctness. Any glaring errorswill stand out asif
underlined in red. Y ou don't want to shoot yourself in the foot, so to speak, the way these applicants did:

| work with 20 odd people.
One of my strengthsis my accuricy.

Proofread for spelling (don't trust the spell-checker entirely), subject and verb agreement, punctuation, capitalization,
dates, and general correct usage. Do not use dang.

Stretching the Truth

In our time of Internet information access, don't attempt to exaggerate the truth of the detail s you provide regarding
your education, work experience, current sdary level, publications, awards, and any other feature that you believe
will enhance your gpped to a prospective employer. Thanks to modern technology and the information detection it
offers, you won't be able to fool even some of the people anytime. It's one thing to embel lish an accomplishment or
two and another to lie outright and be discovered. Stretching the truth beyond the proverbia "shadow of a doubt"
may only ultimately serve to tighten the noose around your neck. If it's discovered after you've been hired, asde from
the embarrassment and humiliation you will experience, you will ether be fired immediately or be so discredited you
will have no choice but to resgn. Embellishing abit will not prove harmful. At the sametime, remember that you do
not have to be overly modest in presenting yoursdlf. Listing accomplishments you are proud of will often reflect
additiond skillsand may well impress your reader enough to invite you for aninterview.
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Appendix A: Business L etter
Models

Thank-Y ou/Appreciation

Purpose
To express gppreciation or to acknowledge assistance.
Tone

Cordid and sincere.

Content Guiddines/Format

1.

Thank the reader for any assistance or contributions.
Mention the specific reasons for your appreciation or value of the reader's efforts or contributions.

Closswith"Sincerdy.”

Helpful Words

appreciate
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beautiful

charming

ddightfu

generous

kind

lovely

memorable

tasteful

thoughtful

useful

vauable

Example

January 10, 20

Dear Joan:

| very much appreciate your help in providing information essentia to the success of our obtaining the Lazzo account.



This document is created with the unregistered version of CHM2PDF Pilot

The data you compiled was an important factor in Lazzo senior management's favorable decision toward our
company.

Sincerdy,

(< rrevious [nocrs |
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Congratulations

Purpose

To offer congratulations for apersonal or professiona accomplishment.

Tone

Enthusiastic and sincere.

Content Guiddines/For mat

Express congratulations.

Mention your appreciation or awareness of the skills, qualities, or efforts that were essentia to the reader's
accomplishment or that underlie the special occasion (marriage, promotion).

Close cordidly with "Sincerely” or "Best regards.”

Helpful Words
accomplishment
achievement

disiinguished
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exceptiond

honor

Impressive

outgtanding

peerless

remarkable

superb

unique

well-desarved

Example

February 20, 20

Dear Frank:

| am so pleased to learn of your promotion to Director of Marketing. | believe no oneis more qualified or deserving
of this position. Congratulations.

Best regards,
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Welcome

Purpose

To issue welcome to new employees or members of an organization.

Tone

Persona and sincere.

Content Guiddines/For mat

Extend welcomein thefirs sentence.

State how the reader's background/experience/ knowledge will contribute to your organization.

Offer assstance if necessary.

Closewith "Cordidly."

Helpful Words

asdgance

ddlighted

excited
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gad

happy

pleased

support

welcome

Example

June 24, 20

Dear Ms. Jensen:

On behalf of the West End Garden Association | want to extend to you awarm welcome to our club. Y our
reputation for growing prize-winning roses does our association great honor to include you among its notable
members. No doubt your expertise will be most sought after.

Please let me know of any needs you may have.

Cordidly,
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| nvitation to an Event

Purpose

To extend aninvitation.

Tone

Appropriate to the occasion.

Content Guiddines/For mat

Nametheindividua or organization issuing invitation.

Describe the purpose of the event or occasion.

Lis thetime, date, location, and attire.

Close cordidly, expressing hope that the reader will be able to accept theinvitation.

Helpful Words

accept

atend

celebrate
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commemorate

event

honor

invite

sAute

Example

July 15, 20

Dear Mrs. Fabrizzi:

Our board of directors has asked meto invite you to speak at our National Conference of Poker Players, to be held
in Las Vegas on October 28. All travel and hotel expenses will be provided. We would be able to pay you an
honorarium of $500 aswell. | ook forward to hearing that you will be ableto join us.

Yourstruly,
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Invitation to Apply for Credit

Purpose

Toinvite potentia customersto apply for credit.

Tone
Friendly, enthusiagtic, and postive.

Content Guiddines/For mat

Describe the nature of your business or organization.
Stress the advantages and convenience of opening a credit account.
Invite the reader to complete and sign the enclosed application form. Ensure confidentiaity.

Urge immediate response by providing a postage-free mailer, toll-free telephone number, e-mail address,
Web site, or fax number.

Closewith urgeto act.

Helpful Words

advantage
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goplication

approve

benefit

convenience

credit

creditworthy

excdlent

extend

finance

higory

increase

information

limit
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pre-approved

preferred

record

report

ubmit

verify
Example

August 19, 20

Dear Martha Grace:

Because we vaue the way you've managed your Impress Credit account, we are pleased to offer you the
opportunity to upgradeto the Gold card leve. Y our Gold card will provide you with these benefits:

Increased buying power.

Auto renta insurance.

Travel and emergency assistance.
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Emergency case disbursement.

Greater peace of mind.

Reply today by completing and returning the attached form or call toll free 1-800-123-4567.

We hope you will take this opportunity to enjoy additiond credit and prestige with your Gold Impress card.

Sincerdy,
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Credit/L oan Approval

Purpose
To inform reader his’her gpplication for credit or aloan has been approved.

Tone

Enthusiadtic.

Content Guidelines/For mat
Announce that credit or loan approva has been granted.
Congratul ate the reader.
Specify theterms and limits.

Remind the reader of the importance of maintaining credit sanding and timely payments.

Provide a phone number for assistance or questions and close cordidly.

Helpful Words

advantage

goplication
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approve

benefit

convenience

credit

creditworthy

excdlent

extend

finance

higory

increase

information

limit
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loan

pre-approved

preferred

record

report

ubmit

vaify
Example

January 4, 20

Dear Mr. Racoonia

Enclosed isyour new Gold Impress card, which we approve for only our most creditworthy customers. Please note
the one-time fee of $95.00 will appear on your first statement, which you will receive before January 15. Please
remember al payments are due no later than the date listed on your statement. If you have any questions or need
assistance, please call our 24-hour customer service desk at 1-800-123-4567.

Sncerdy,
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Credit Refusal

Purpose
To inform the reader that his/her application for credit is denied.
Tone

Courteous, direct, and sincere.

Content Guiddines/For mat

Thank the reader for gpplying for credit or loan.

State politely that credit cannot be approved.

List specific reasonsfor the decison.

Invite the reader to apply again at alater date.

Closewith"Cordidly."

Helpful Words

credit

collection
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debt

higory

late

limit

past due

pattern

overdue

owe

regretfully

report

review

unpaid

Example
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March 15, 20

Dear Mr. Higgenbottom:

Upon careful review of your recent agpplication, we are sorry to report we are unable to approve an increasein
credit. Our decison is based on your refusa to supply current employment information. Should you decide to submit
details of your employment at alater date, we will be happy to review another gpplication.

Cordidly,



This document is created with the unregistered version of CHM2PDF Pilot

Collection

Purpose

To remind the reader that payment on his’her account is overdue.

Tone

Polite but firm.

Content Guiddines/For mat

Remind the reader that payment is past due.

Urge payment upon receipt of |etter.

Provide a phone number to discuss making payment arrangements or problems.

Close with urge to respond.

Helpful Words

aovise

drears
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avoid

baance

bl

concerned

default

invoice

oversght

neglect

nonpayment

past due

prompt

records

remander
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repay

resolve

stle

unpaid

urge
Example

February 14, 20

Dear Mrs. Twelvetrees:

Y our payment for the 10 bird cages you purchased last December is now 90 days past due. Because you are a
long-time customer, having bought dozens of birdsfrom us, it iswith great reluctance that we send you this letter. |
remember your mentioning your plansto travel sometime in January to the Amazon jungle in order to observe one of
the rarest species of parrots. | hope you had an enjoyable trip and look forward to hearing of your experiences when
you next visit our store. In the meantime, | must ask that you send a check upon receipt of thisletter to my attention
so | may clear your account.

Sncerdy,
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Sales or Promotion

Purpose

To encourage or persuade the reader to purchase a product or subscribe to a service.

Tone

Enthusiadtic.

Content Guiddines/For mat

Describe the product or service.

Create interest by specifying how the product or service will benefit the reader/organi zation.

List features and advantages over competition.

Urge immediate action or response through atoll-free telephone number, e-mail address, fax number, or
Web site.

Helpful Words

advantages

dffordable
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atractive

benefit

comfortable

dependable

durable

economica

effective

effident

exdusve

extendve

guaranteed

innovative

labor-saving
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powerful

practicd

profitable

revolutionizing

smple

srong

time-saving

ussful

vauable

warrantee

Example

November 10, 20

Dear Ms. Richards;
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How often do you wish you could say exactly what you truly fed the next time someone a work or home passesa
nasty comment or insults you outright? Do you work with extremely difficult people, often irritable and impossbleto
please, dwaysfinding fault with everything you do and critica of al your efforts? Do you haveto report to a
supervisor who cannot resi st uttering negative comments about your job performance and productivity? Do you have
that in-law who can never resist telling you that color isnot for you or your hair looksterrible lately?

We are not born assertive; we must learn it. We must learn to say, "Thisfar and no farther” to those who take
advantage of our generous natures and mistake kindness and agreeability for weakness. In one day you can learn
how to verbally "defend” yoursdlf from any difficult person you may encounter, whether asurly coworker or snide,
indifferent clerk at your loca motor vehicle bureau.

Takethefirg step to becoming assertive. Smply mail the enclosed registration card today or cal the toll-free number
to enroll in our popular workshop, "Assartive Training for Deding With Difficult People," which will beheld in
glittering Las Vegas. Start taking control of your life. Right now!

Sincerdy,
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Refusal

Purpose

To refuse aproposa, offer, or service.

Tone

Polite but firm.

Content Guiddines/For mat

Specify the subject of refusdl.

State the specific reasons.

List acceptable conditions or changes that may lead you to reconsder the offer/proposal.

Diffuse disgppointment by thanking the reader for interest, suggestion, concern, or offer.

Helpful Words

cancd

cannot

dedine
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difficult

limits

prevents

refuse

regret

reject

return

0Ty

unable

unavalable

unfavorable

unfortunately

Example
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May 12, 20
Dear Mr. Allworthy:
Thank you very much for sending me an invitation to your forthcoming lecture, " The Use of the Commain
Shakespeares Plays.” | have attended a number of your lectures and have dways found the content informative and

your presentation no less than spdllbinding. Although any of your future lectures would no doubt be of interest to me,
| am afraid that a prior gpeaking engagement of my own prevents me from attending yoursin June.

Yourstruly,
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Transmittal

Purpose

To provide information regarding the content of areport, proposal, manual, procedures, contract, and so on.

Tone

Informal and direct.

Content Guiddines/For mat

State thetitle of the document.

Summarize key features, details, accomplishments, limitations or specia congderations, problems,
conclusions, and recommendations.

Express appreciation to anyone who assisted in preparing the document.

Express hope that the reader will find the information helpful and informative.

Closewith "Sincerely” or "Regards.”

Helpful Words

danounce
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attached

enclosed

guiddines

outline

policy

procedure

program

proposal

report

Saement
Example

October 29, 20

Dear Jules;

Enclosed isacopy of my screenplay, Teenage Werewolves from Outer Space, for your review. During lunch last
week you mentioned that you believed demand among the various studios would be very intense for this script. |
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made the changes you requested and agree that the story is now tighter and the plot more redistic. | dso adjusted the
villainous charactersto less resemble the studio executives you suggested would be apparent to anyonein the movie
business. | hope you agree we have a potential winner here,

Regards,
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Introducing or Outlining a Policy or Procedure

Purpose

To explain acurrent or revised policy or procedure.

Tone

Simpleand direct.

Content Guiddines/For mat

State the name of the policy or procedure.

Note the advantages, goals, or reasons.

List the key features or steps.

Note the effective date if new or revised policy/ procedure.

Offer assstance for questions or concerns.

Helpful Words
guiddines

ingtructions
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method

procedures

requirements

steps

techniques

Example

July 28, 20

Dear Ms. Hadley:

Pease follow these procedures for submitting training requests for your staff:
1.

Submit abrief statement to my office describing the need and relevance of the specific training to the
prospective participants needs.

Describe the benefits of the training in terms of individua needs, practica application, professona growth,
job requirements, and ability to improve performance and productivity.

Schedule no more than three individuas from the same department to attend atraining program on the same
day.

Please cdl DonnaMay at ext. 125 for additiond information.

Sincerdy,
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Refer ence or Recommendation

Purpose

To offer aposgitive evauation of an individua's experience, qudifications, background, character, and prospects for
success regarding ajob application or promotion.

Tone

Professondl, direct, and cordial.

Content Guiddines/Format

Describe your relationship with and knowledge of the applicant's experience and background.

Specify your understanding of the candidate's current responsibilities, skills, performance, productivity, and
personal attributes.

Offer examples of the candidate's achievements and contributions to your organization.

Cite potentia for successin future positions.

Offer to provide additiona information if requested. List phone number or e-mail address.

Closewith "Sincerdy."

Helpful Words
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admirable

capable

commendable

competent

conscientious

condderate

cooperative

dependable

effective

effident

ethicad

excdlent

friendly

hard-working
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hepful

honest

honorable

invduable

inventive

loyd

productive

professond

rdidble

resourceful

responsble

df-sarter

Example
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April 20, 20
Dear Mr. David:
| have known Carol Johnson for three years. She has been an invaluable member of my staff and has contributed
greatly to the effectiveness of my department. Patricias energy, enthusiasm for her work, diligent attention to her
respongibilities, resourcefulness, maturity of judgment, and al-around good nature have made her an asset to our

company. | understand that Carol is seeking greater challengesfor her skills. | recommend her most highly and
without reservation to the management position available with your organization.

Sincerdy,
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Inquiry

Purpose

To request information.

Tone

Cordid.

Content Guiddines/For mat

Introduce yoursdlf and list your job title or job respongbilities.

State specificaly your request and reasons/need for the information requested.
Specify the date when the information is needed.

Enclose a postage-free envelope, e-mail address, or fax number.

Express gppreciation for any information the recipient may be able to provide.

Helpful Words

ddle

appreciate
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asdgance

cooperation

gve

guidance

help

information

inquiry

obtain

permisson

possble

prompt

question

recommend
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refer

request

urgent

willing

Example

June 15, 20

Dear Ms. Diaz;

| am very interested in learning about the various seminars your company offersfor on-ste presentation. | am
responsible for overseeing a staff of 25 accountants who are highly competent employees. However, the leve of their
interpersona communication skills needsto be raised to dlow them to effectively interact with our various clients.

One of the managersin another department recently attended one of your presentation skills seminars and found it
helpful. He suggested | contact your company for alist of workshops you would offer at our headquarters herein
San Francisco. | would appreciate your sending information at your earliest convenience. Also, do you offer group
discount rates?

Sincerdy,
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Reply to a Letter of Inquiry

Purpose

To acknowledge receipt of letter of inquiry and provide information.

Tone

Courteous and direct.

Content Guiddines/For mat

Expressyour pleasurein providing the information requested.
Provide complete details and answers.

If unableto provide any information, list the reasons.

Offer further assstanceif necessary.

Closswith"Sincerdy.”

Helpful Words

ddle

appreciate
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asdgance

cooperation

gve

guidance

help

information

inquiry

obtain

permisson

possble

prompt

question

recommend
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refer

request

urgent

willing
Example

June 18, 20

Dear Mr. Davis,

Enclosed isacataog of our various seminars, dl of which are available for on-site presentation. Considering the
training needs you mentioned in your letter of June 15, our two-day workshop " Successful Interpersond Skills' is
most apt to meet your training needs. The workshop, dong with severd othersthat address related training issues, is
described on pages 7 10. One of our customer-service representatives will be happy to provide you with additional
information regarding the workshop content and format and discount fees available to groups of 20 or more. Please
cal our toll-free number or contact usat www.training.org.

Sncerdy,


http://www.training.org
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Negative Responseto a Letter of Inquiry

Purpose

To refuse arequest for information.

Tone

Courteous but firm.

Content Guiddines/For mat

Express your gppreciation for the request.
Provide the reasons for not granting the request.
Offer to help in another way or suggest another source of information.

Closewith"Sincerdy.”

Helpful Words

cannot
decline

guiddines
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limited

policy

problem

procedure

regretfully

rues

0y

turn down

unable

unavalable

unfortunately
Example

January 7, 20

Dear Mr. Ugarty:



This document is created with the unregistered version of CHM2PDF Pilot
Thank you for your recent inquiry regarding our new line of underwater digital cameras.

| dso read the Times article that briefly mentioned them and can well understand your interest in learning more about
what the writer believes will prove arevolutionary camera. Unfortunately, because these cameras are dlill in the
developmental phase, information isunavailable to the public at thistime. | do, however, gppreciate your interest in
our forthcoming products.

Sincerdy,
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Acknowledgment or Agreement

Purpose

To acknowledge recei pt of goods or terms of an agreement regarding busi ness transactions or services.

Tone

Simpleand direct.

Content Guiddines/For mat

Describe the goods received or subject of discussion.
Specify the date of receipt, order numbers, and other relevant details.

Note the date and method of payment (if gpplicable) or request the recipient's countersignature regarding the
agreemen.

Closewith"Cordidly."

Helpful Words

dole

accept
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approve

glad

happy

pleased

welcome

willing
Example

February 5, 20

Dear Mr. Lobisho:

Enclosed isa L etter of Agreement between Kane Films and L obisbo Productions, which outlines the detail s and
terms of the training you will provide to our staff on May 2. Please review the document carefully and then signand
returnit to me.

Notethat, as requested, | will arrange for a continental breakfast to be set up outsde the training facility.

Regards,
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Accepting a Proposal

Purpose
To acknowledge acceptance of a proposal.
Tone

Direct.

Content Guiddines/For mat

State acceptance of proposd. Includetitle.

Emphasize key dements of the proposal (costs, personnel, gods, equipment, materias, responsibilities,
ligbilities, beginning and compl etion dates).

Closewith "Cordidly."

Helpful Words
accept
advise

ddlighted
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enthusadic

excited

gad

happy

inform

notify

pleased

Example

June 24, 20

Dear Ms. Everett:

Y ou will be pleased to learn that we have accepted your sdf-help article, "How to Like Y oursdf,” for publicationin
our summer issue. Our editorial board believesthe article offers excellent advice for improving sdf-esteem.

Enclosed for your review isatentative copy of our standard contract and guidelines prepared by our production
director, Joseph Style. Please call me so we can further discuss the contract and guidelines.

Cordidly,
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Cover Letter for Attached/Enclosed Document

Purpose

To direct the reader's attention to an attached/encl osed document.

Tone
Simpleand direct.

Content Guiddines/For mat

Direct the reader's attention to the additional document.

Note the importance or purpose of the attachment or enclosure.

If helpful to the reader, summarize key fegtures.

If necessary, request that your reader respond to attachment or enclosure.

Closewith"Cordidly."

Helpful Words

atached

enclosed
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details

features

included

information

outline

policy

procedure

prospectus

Satement

terms

Example

November 25, 20

Dear Ms. Ruiz

Asrequested in your letter of November 21, enclosed isacopy of our annua report for your review. We very much
gppreciate your interest in our company and hope you find thisinformation useful.
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Sincerdy,
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Billing Adjustment

Purpose

To submit aforma claim for incorrect billing or adjustment of charges.

Tone

Frm but tactful.

Content Guiddines/For mat

Refer to theincorrect bill or statement's date and number.
Explainin detail the reasonsfor disputing the bill.
Specify the correct or adjusted amount due.

Request immediate action or adjustment.

Helpful Words
adjust
arange

correct
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credit

exchange

fix

modify

rebate

rectify

refund

reimburse

repair

replace

return
Example

September 21, 20

Dear Mr. Johnson:
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On Labor Day weekend, my husband and | took advantage of your holiday sale and purchased an Oriental rug that
was discounted from $3,750 to $2,250. We are very happy with the rug. However, when we received our latest bill,
thefull price of therugislisted. Obvioudy thisisthe result of abilling error, because our receipt lists the discounted
price. Asmy husband and | have been customers of yours for more than 20 years, we are confident you will correct
thisbilling error upon receipt of thisletter. | am enclosing acopy of the origina receipt and sincerely appreciate your
help in this serious matter.

Sncerdy,



This document is created with the unregistered version of CHM2PDF Pilot

Claim Adjustment for Merchandise or Services

Purpose

To seek compensation or replacement for aproduct or service that has failed to function properly or has proven
Inadequate.

Tone
Firm but tactful.

Content Guiddines/Format

Identify the product or service providing al details (product and date of purchase or performance of service).
Include serid, product, or modd identification numbers.

Describe the problem in brief but specific detall.
Request adjustment, replacement, or refund.

Close with the need for your reader to respond upon receipt of your |etter.

Helpful Words
adjust

correct
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credit

rectify

redress

refund

reimburse

repair

replace

sidy

Llve
Example

August 18, 20

Dear Ms. Consudlo:

Last week when | visited your antique jewelry shop in San Diego, | bought what | believed was a cigarette case from
the 1930s, at least that was how it was described on the saleslabel. When | mentioned to you that | was excited to
give the case to my boyfriend because he collected them, you verified that it wasindeed a period piece. However,
when | returned to Atlanta and gave him the case, he said it was beautiful but on closer examination said it was made
in the late 1960s. Y ou can imagine how disappointed | was and am. Perhaps it was an error on your part.
Nevertheess, | am returning the case viaovernight delivery and expect arefund just asfas.

Sncerdy,
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Application for Employment

Purpose

To obtain aposition or job interview and to highlight key features of aresume.

Tone
Enthusiagtic, cordid, and professond.

Content Guiddines/For mat

1.
State the position for which you are applying.
2.
State how your experience and job skillswill benefit your potentiad employer.
3.
Stressyour desire for achadlenging posdtion that fully utilizesdl your skills and need for professona growth.
4.
Reguest an interview at the reader's earliest convenience.
5.

Closswith"Sincerdy.”

Helpful Words

ahility

goplication
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capable

chdlenging

created

designed

developed

devised

directed

experience

initisted

operated

organized
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oversaw

planned

responsible

il

Supervised

trained
Example

April 10, 20

Dear Mrs. Greene:

| am interested in applying for the Director of Nursing position advertised in yesterday's Herald. | have been anurse
since 1975, when | began my nursing career working with Native Americansin the Southwest. | later became an RN
and continued to work at the Medica Center with patients who were economically and socidly disadvantaged. In
1990, I moved to New Y ork, where | devoted myself to continuing my educational process. | attended NYU
graduate school, worked as part of a prominent research team at their medical center, and ultimately earned my
Master's degree. | contributed to the writing of three articles published in Nursing magazine. During the years| was
in graduate school | shifted my nursing attention to another vulnerable population: the ederly. In the years since and
until the present, my respongbilities have included serving as adirector of nuraing a anursing home and functioning
asaclinica nurse-specidist in an acute-care senior menta hedth unit.

Two yearsago | received aPh.D. in geriatric nursing. It was not until my current position as Clinical Director for the
West Side Home Care Service Group that | worked in thefield. Thereis something very poignant about working
with peoplein their own homes. With respect to the position | am seeking, | can be a strong patient advocate and
ensure that clients recelve individualized and appropriate care.

With abackground that includes supervision and management, medical record review, staff and community
education, policies and procedures writing, and overal demonstrated commitment to the promotion of lifefor all
individuas, | believe that as Director of Nursing | can contribute to your organization a positive and effective manner.
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Sncerdy,

(< reeviovs [ e
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|nterview Follow-Up

Purpose

To express appreciation for ajob interview.

Tone

Sincere and cordidl.

Content Guiddines/For mat

State gppreciation for theinterview and your pleasurein meseting the interviewer.
Highlight positive aspects of the interview, such aswhat you may have learned about the job or company.

Specify how theinterview has added to your enthusiasm for the position and confidencein being ableto
contribute sgnificantly to the company.

Close with your looking forward to hearing from the interviewer.

Helpful Words

appreciate

asdgance
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enjoyed

fascinating

generous

gracious

grateful

hospitable

impressive

interesting

kindness

thank you

thoughtful

unique

vauable

welcome
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Example

August 28, 20

Dear Mrs. Greene:

| want to express my gppreciation for inviting meto interview for the position of Director of Nursing. Y ou very

clearly outlined the respongbilities this position entails and offered hel pful insightsinto its demanding nature. |
especidly am grateful for your taking the time to walk me through the various units at your facility and to introduce me
to members of your current supervisory nursing staff. Again, many thanksfor your time and most gracious welcome.

Sincerdy,
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Response to a Complaint

Purpose

To respond to acomplaint regarding a product or service.
Tone

Respectful and empathetic.

Content/For mat

Open with an acknowledgment of the customer's complaint.
Respond specifically to the details or circumstances surrounding the complaint.
Offer an gpology, tangible form of compensation, refund, or willingnessto correct the problem.

Close cordidly with an offer to further assst the customer.

Helpful Words

gpologize
careless

compensate
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deplorable

disrespectful

falure

faulty

flaved

inaccurate

inadequate

inedvertent

incondderate

inconvenient

incorrect

ineffective

inexact
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inexcusable

inferior

insufficient

irrespongble

misnformed

mideading

mistake

misunderstanding

negligble

regrettable

reimburse

repair

restore

tactless
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thoughtless

unfortunate

unsatisfactory

Example

August 2, 20

Dear Ms. Marsha:

| want to express my sincere gpologiesto you for the frustration and anger you experienced last Friday evening at
one of our restaurants, House of George and Sam. The server obvioudy assumed that the item you requested was no
longer available at the pre-theater price. | spoke with the manager and he concurred that her actions were
Ingppropriate.

| am very sorry that your birthday celebration was tarnished by the inexcusable service you encountered. Although no
amount of apology can compensate for the unfortunate service you received, please accept the enclosed gift
certificate for acomplimentary dinner for two at any of our restaurants. | do hope you will allow us another
opportunity to serve you.

Cordidly,
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Response to a Request

Purpose

To respond to arequest for information or assistance.

Tone

Cordid.

Content/For mat

Refer to the date and nature of the request.

2.

State what you have done or will do regarding the request.
3.

If you're unable to respond, offer an gpology and reasons.
4.

Close with the hope the reader will be satisfied with your response.

Helpful Words

ad

asdstance

expect
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expedite

gad

happy

hope

immediate

pleased

request

response

useful
Example

November 25, 20

Dear Ms. Ramone:

Asrequested in your letter of November 21, enclosed isacopy of our latest catalogue for your review. We very
much appreciate your interest in our company and hope you find thisinformation useful to your needs.

Sincerdy,
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Negative Response/Refusal

Purpose

To respond negatively to arequest, provide bad news, or refuse outright arequest for information or assistance.

Tone

Polite and direct.

Content/For mat

In the opening sentence, express gppreciation or agenera neutra statement regarding the subject of your
correspondence.

Present your negative message, followed by reasons, facts, and other supporting data.
Close cordidly and, if possible, with an offer of future positive action.

Note
Sengtivity and diplomatic tactfulness
arethe key ingredientsto saying "no"
gracefully and with decorum.

Helpful Words
forbid

inchility
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inhibit

officid

policy

prevent

restrict

unable

Example

duly 15, 20

Dear Mr. Mdinko:

Mr. Hetcher Hanson has asked me to respond to your letter of July 5, in which you offered the unique services of
your company, Escorts on Last Minute Request, to our company.

At thistime, there appearsto belittle need in our company for the ddightful servicesyou offer. However, should the
need arise among employees or our clientsfor alast-minute escort we will be certain to contact you. We have
entered information about your servicesinto our database for future reference.

Sincerdy,
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Appendix B: Guidelinesto
Punctuation

Comma

Useacommain thefollowing ingtances.

1
To separate itemsin aseries.
Marthaenjoys hiking, swvimming, bird-watching, and gardening.
2.
After long introductory phrases and clauses often beginning with when, while, if, Snce, dueto, because,
athough, through, or before.
When David traveled to Paris, he visited many museums and historic places.
Note
It is often unnecessary to placea
commabefore or following the words
listed here when they occur withina
sentence.
David visited many museums and historic places when he traveled to Paris.
3.
To st off parenthetical or interruptive words and phrases.
Janet, who isalawyer, has moved to Arizona.
4,

Toindicate a pause.
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Last summer | read many books about gardening, al of which were excellent.

Before a conjunction (and, but, or, nor, so, for, yet) that connects two independent sentences.

Susan isahighly accomplished musician, and her brother isasuccessful screenwriter.

After "yes' and "no" if they begin a sentence.

Y es, our company has been awarded the contract.

After words of address.

Joe, that was an excellent presentation.

To st off dates and places.

Augugt 19, 2002

Atlanta, Georgia

To introduce quotations.

In Joseph Mature's opinion, " Staff training is essentia to our corporate growth.”
10.

To st off titlesand degrees.

Evan Douglas, M.A.

Gianna L ucia, Director of Publicity, will spesk a the conference today.

When Not to Usea Comma
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Do not useacommain thefollowing instances.

1.

To connect two independent sentences without inserting a connecting conjunction (and, or, but, for, nor, so,
yet).

The company ismoving to Forida, Jack has decided to remainin New Y ork.

After subordinating conjunctions (when, while, after, if, since, because, before, although, after) etherin
the beginning or middle of asentence.

Although, she wanted to attend the conference, Carol was too busy to take time off.

| bought a new computer because, my old one was outdated.

Instead of a semicolon (however, neverthel ess, moreover, subsequently, next, therefore, finally, in
conclusion, consequently, as a result, on the contrary, on the other hand, also, furthermore) to connect
two independent sentences.

George did an excellent job on the project, as aresult, he received abonus.



This document is created with the unregistered version of CHM2PDF Pilot

Semicolon

Useasamicoloninthefallowing instances:

1
Tojoin two independent sentences that bear arelationship such as cause/effect, problem/solution,
comparison/contrast, or timeftime.
Thisbook isextremely rare; it isvery vauable.

2.
Tojoin two independent sentences connected by however, nevertheless, for example, on the other hand,
on the contrary, subsequently, this, first, next, last, in conclusion, finally, moreover, accordingly,
otherwise, still, furthermore, also, or then.
My girlfriend has been promoted to Director of Nursing; moreover, she has just published her first book.

3.

To separate itemsin aseriesthat containsinternal commeas.

The following individuas have been appointed to our board of directors: Leonard Stile, Vice President for
Public Affairs, Arista Bank; Alan Gordon, Chairman, Zizka Corporation; Joseph Gandi, Senior Partner,
Gandi Technology & Software Ltd.
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[« ereviovs [ nexr |

Colon

Use a colon when you want to:
1.

Introducealist or series.

Thefollowing goas have been accomplished:

Indicate emphasis.

These are the qudities of effectivewriting: clarity and precison.

[ rrevious [noer |
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Par entheses

Use parentheses in the following ingtance:
1

To encloseinformation provided to clarify or explain information.

Thereport (February 12) you submitted will serve asamodd for future assgnments.

Do not confuse parentheses with brackets. Brackets are used to indicate awriter's changes or additionsto
quoted material.

Larry stated: "[Paul] Nelson'sreport last month [July] isthe best I've seenin years.”
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[« ereviovs [ nexr |

Question Mark

Use aquestion mark to distinguish adirect question from onethat is paraphrased.

Direct: Carlo asked hiswife, What time are you leaving for Vermont?

Indirect: Carlo asked hiswife when shewasleaving for Vermont.

[ rrevious [noer |
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[« ereviovs [ nexr |

Em-Dash

Use the dash sdlectively to substitute for acomma, semicolon, parentheses, or colon.

All the players-including the coach attended the celebration party.

[Crrevious [nesr o
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Apostrophe

The apostropheis used in the following ways.
1

To indicate possession by asingle noun (add an "'s' following the aposirophe).
Méd'sart collection

thefirm's new offices

To indicate possession by aplural noun (do not add an "'s' following the apostrophe).

thegirls coats

To indicate possession by aname or word endingin s’ or "z."

Doriss house
To form contractions.
0

(1 will)

hasn't (has not)

they'd (they would)

it's(itis)
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Do not use an gpostrophe to indicate possession by the pronoun "it" (its).

The dog wagged itstail.

Toformthe plurd of numbers and letters.

A's
7s
Note
Do not place an apostrophe before an
"s" when denoting aplurd acronym.
SOPs
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Hyphen

Useahyphen in the following indances:

1.

Two or more words used to describe or modify asingle noun.

first-rate report

on-the-job training

With compound numbers (21 99).

twenty-five

one hundred and fifty-seven

With prefixes.

ex-president

pro-American

mid-August

To separate words to avoid confusion.

The wood must be re-treated with the varnish after one hour.
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Note
Thesearebasic smplerulesfor usng
the hyphen. Because there are many
compound wordsthat either are written
as solid words (longtime) or separate
with no hyphenation (data processing),
it isawayswiseto consult adictionary
to avoid mistakes.
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Appendix C: Grammar and
Usage Review

Subject and Verb Agreement

A subject and verb must agree in number and person.

Singular Plural
First person: | walk wewak
Second per son: youwak youwak
Third person: hewaks

shewadks they walk

it walks

Most writers have little problem with typical sentencesthat have either aclearly singular or plura subject, such asthe
following sentences.

The Brooklyn Bridge connects Brooklyn with Manhattan.

Marthawritesand edits medical reports.

The cars are parked acrossthe street.

Collective Nouns
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Collective nounsrefer to agroup of people or objects. They take singular form verbs when indicating asingle group

or unit. For example:

assembly

asociation

audience

board

cabinet

cass

commisson

committee

company

counall

crowd

department
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faculty

family

fim

group

information

juy

mgjority

minority

orchestra

public

SE

The committee is meeting today.

Note
Plurd collective nounstake plurd verb
forms
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The committees ar e meeting today .

Thefollowing collective nouns are angular dthough they appear plurd in form:

News

apparatus

sries

JUmMMmMons

The World Series is dwaysexciting.

On the other hand, these collective nouns are plurd:

asefs

eanings

odds

premises

profits

savings

wages
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| ndefinite Pronouns

Indefinite pronouns do not refer to anyone or anything in particular and require singular verbs.
Everyone is waiting to meet you.

Hereisalig of indefinite pronouns:

anybody

anyone

any one

anything

ether

every

everyone

everybody

everything
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neither
When two singular words arejoined by or, either...or, neither...nor, theverbissngular:
Either William or Mary is going to receive the award.
When two plurd words are joined by or, either...or, neither...nor, theverbisplurd:
Neither the students nor their parents ar e pleased with the news of atuition increase.

When asingular and plurd words arejoined by or, either...or, neither...nor, the verb agrees with the word closer to
it

Either the manager or her assigtants ar e going to edit the report.
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Words That Measure

Wordsthat denote measurement often require asingular verb:

Fifty dollarsis the average price of dinner in the new restaurant.

However, when the items being measured are viewed individualy, useaplurd verb:
Fifty dollars (bills) are inthejar.

When fractions and expressons that denote measurement are followed by a prepositional phrase beginning with of,
the object of the phrase determinesif the verb issingular or plurd:

One-haf of the report has been completed.

One-hdf of the reports have been completed.

Theterm the number issingular, but a number isplurd:
The number of cardinas|'ve seen this spring is surprising.

A number of birds ar e gathering on my lawn thismorning.
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Titlesand Names

Individud titles of books, newspapers, magazines, journas, reports, manuas, plays, courses, subjects, and names of
companies and organizations are dways followed by asingular verb.

The New York Times is afamous newspaper.
Physicsis adifficult subject for many people.

Romeo and Juliet is one of Shakespeare's most popular plays.
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Verb Forms

Some verbs can be troublesome because they change their forms depending on the tense. Some words are dways
the same, such as cut, bid, burst, read, and set. Remember that with few exceptionstheirregular verbslisted here
changetheir spelling to form the past tense:

Present Tense Past Tense Past Participle [*]
aise arose asen
awake awoke awoken
be (am, is, are) was, were been
begin began begun
bite bit bitten
blow blew blown
break broke broken
buy bought bought
cach caught caught
choose chose chosen
come came come

creep crept crept
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dive dove dove
do did done
drag dragged dragged
dream dreamed, dreamt dreamt
draw drew drawn
dwell dwet dwelt
drink drank drunk
drive drove driven
eat ae eaten
fal fell fdlen
flee fled fled
fling flug flung
fly flew flown
forget forgot forgotten
freeze froze frozen
get got gotten
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grow grew grown
hide hid hidden
know knew known
lay (to place) lad lad

lie (torecline) lay lan

lie (tofasfy) lied lied
lignt lit lit

lose lost lost
mean meant meant
mest met met
pay pad pad
prove proved proven
ride rode ridden
ring rang rung
rse rose risen
run ran run
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see saw seen
seek sought sought
shake shook sheken
shine (to beam) shone shone
shine (to polish) shined shined
show showed shown
sng sg ung
ank sank unk
St s st
dide did did
Speak spoke spoken
soring sprang sprung
Sed dole dolen
ding sung sung
drive drove griven
swear swore sworn

snvim swvam SVUM
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swing svung Svung
take took taken
teach taught taught
tear tore torn
tdl told told
throw threw thrown
wear wore worn
weave wove woven
write wrote written

[*]Pest participle verbs denote (1) an action or activity that started in the past and is ongoing or continuing or (2) a
more recent or immediate past action or activity. These verb forms are always preceded by am, was, were, has,
has been, have, have been, had, or had been.

Examples

John has written manuasfor our company for 20 years. (ongoing activity)

The boy has broken the window. (recent action)
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Pronoun Agreement

Persond pronounsin various forms are listed here:

Subject Object Possessive
First Person: I, we me, us my, our
Second Per son: you you your
Third Person: he hm his

she her her

it it its

they them their

Personal Pronouns

A persond pronoun, whether sngular or plurd, must dways agree with its antecedent (the word to which the
pronoun refers). For example:

Pamelais very happy with her new haircuit.

The students were anxious to take thar final exams.

| ndefinite Pronouns

Indefinite pronouns do not refer to anyone or anything in particular. They include the following:
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anyone

ether

every

everyone

neither

no one

ome

someone

When they are singular, both the verb any personad pronouns that follow in the same sentence will be singular. For
examnple

Each of the balplayers has signed afive-year contract.

Anyone who was there that evening will dways remember the fun he or she had.

Every manager is planning to attend the presentation skills workshop.
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Note
When using the phrase either...or and
neither...nor use the noun closest to
theverb to determineif theverb formis
sngular or plurd. For example:

Either Jeremy or Francisco isgoing to win the prize.
Neither the managers nor their assistants are working late this week.
Neither the president or nor his representatives have decided to attend the conference.

Either his representatives or the president is planning to attend the conference.

Compar ative and Sentence-Completion Pronouns

Sentences that contain comparative references or incompl ete clauses often use a subject rather than object pronoun.
For example:

Tony has more experiencethan I. (than | have)

Alexisand Mark play tennis better than we. (than we play)

Pronouns Following Prepositions

Use object pronouns following prepositions. For example:
Between you and me, thisisagreat investment.

Sam gave the assgnment to Grace and me.
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Appendix D: Often-Confused
Words

Hereisalist of words confused in meaning and where one letter can make al the difference between praise and
damnation. All are certain to baffle your spell-checker:

| accept - to receive favorably
except - to leave out
ad - an advertisement
add - to increase
adapt - to adjust
adept - skilled
adopt - to take for one's own
addition - something added

edition - the number or manner of a published work

adver se - opposing, unfavorable
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aver se to - disnclined towards, reluctant

advice - arecommendation

advise - to counsd

agenda - alist of tasksor goals

addenda - additiona

affect - toinfluence

effect (noun) - aresult

effect (verb) - to bring about, to accomplish

aid - to hdp

aide - an assstant

alluson - areference

illusion - avisua deception

deluson - afase notion or idea
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aloud - audible

allowed - permitted

already - previoudy

all ready - inreadiness

alter nate - asubstitute

alter native - achoice between two

altogether - entirdy

all together - as one group, united

all right - gandard English spdlling

ante - before

anti - againgt

anyway - inany event

any way - inany way or manner

appraise - to estimate the value of
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apprize - toinform

assent - to consent

ascent - arise

assistance - help

assistants - helpers

beside - next to

besides - moreover, in addition

better - of higher quaity

bettor - onewho gambles

blue - acolor

blew - past tense of the verb "blow”

bolder - fearless, daring

boulder - alarge rock
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brake - to stop from moving

break - to fracture, interrupt

born - brought into life

borne - carried, endured

capital - chief, important

capitol - abuilding or ste of officid city or seat of government

casual - informd

causal - the source or cause

cite - to summon or quote

site - alocation

sight - vison

coar se - unrefined

cour se - apassage, route, subject of study

confidant - one to whom secrets are entrusted
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confident - possessed of self-assurance

contemptible - deserving contempt

contemptuous - expressing contempt

continuation - pertainsto length or sequence

continual - pertainsto time, interrupted occurrences

continuous - occurs without interruption

council - an assembly of individuals whose purposeisto advise, govern, or legidate

counsdl - an advisor, an atorney

credible - believable

credulous - proneto belief

creditable - deserving esteem, praise-worthy

dear - valued, loved

deer -ananimd
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decent - respectable, proper

descent - adownward movement

dissent - disagreement

decree - adecisonor ruling

degree - agtep or point in aseries, acknowledgment of academic accomplishment

definite- dear

definitive - find, officid

depr ecate - to express disapproval of

depreciate - to decreasein value

desecrate - to treat irreverently

device - acontrivance, object

devise - to contrive, create, invent

disburse - to pay out

disper se - to scatter
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disinterested - impartid

uninterested - not interested

disprove - to provefase

disapprove - to not approve

exalt - to praise

exult - torgoice

digible - qudified

legible - plain, easy to read

envelop - to surround

envelope - stationery

exceed - to surpass, go beyond

accede - toyidd, surrender

except - to leave out, exclude
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accept - to receive with gpproval

expand - to increase

expend - to spend

extant - exising

extinct - non-exising

extent - the measure, length, degree

facetious - causng laughter

fictitious - unred

fare-aprice

fair - impartia

farther - pertainsto distance

further - additiona

feat - an accomplishment

feet - plura form of "foot"
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fewer - refersto countable things

|ess - refersto uncountable

flair - naturd style, ability, talent

flare - aglowing light used to indicate location or warning

formerly - previoudy

formally - dignified, serioudy

fortunate - lucky

fortuitous - happening by chance

genius - inspired ability, talent, skill

genus - classfication of aspecies

homogenous - of common origin

homogeneous - composed of smilar eementsor parts

human - pertaining to mankind
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humane - compassionate, merciful

hyper critical - overly critica

hypocritical - decetful

illegible - unable to be read

illegal - unlawful

illicit - unlawvful

dlicit - to draw out

imply - to suggest indirectly

infer - to deduce or conclude

immoral - not moral

immortal - cannot die

incredible - unbdievable

incredulous - unbelieving

inept - awkward, foolish
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inapt - unqudified, unsuited

inequity - not equa, unfair

iniquity - evil

indght - understanding of, knowledge of

incite - to arouse to action

Insur e - to guarantee againgt financid loss

ensure - to make sure or certain

intelligent - possessed of intelligence

intelligible - understandable, comprehensible

its - possessive form of the pronoun "it"

it's - contraction form of "itis' or "it has'

lay - to place, set down

lie - torecline
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lend - verb for temporary use

loan - noun for temporary use

lesson - ingruction

|essen - to reduce

liable - responsible, likely to

libel - written, published, spoken defamation of character

moral - pertaining to right conduct

mor ale - state of mind, fedling, or pirit

pare - to trim, scale down

pair - two of akind

pear - afruit

per petrate - to carry out, to be guilty of

per petuate - to make lasting

personal - individud, private
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personne - employees, workers, members of an organization

precede - to go before or ahead

proceed - to advance

precedence - priority

precedents - established rules or procedures

preview - to view in advance

purview - range, scope, limits of

principal - chief, main

principle- rule

prophesy - to predict

prophecy - prediction

quiet - absent of noise

quite - to an extent
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sea - body of water

see - present tense of "to see”

soar - tofly or rise above

sor e - panful

sometime - a an indefinitetime

sometime - aperiod of time

sometimes - now and then, on occasion

gationary - permanent, unmovable

stationery - writing paper and associated supplies

tantamount - equivaent

paramount - the highest

taught - instructed

taut - tense, tightly wound

temerity - boldness



This document is created with the unregistered version of CHM2PDF Pilot

timidity - shyness, fearful

than - comparison

then - time, following

their - possessive pronoun

there - indicates |ocation or reference

they're - contraction form of "they are"

through - from beginning to end

thorough - completey, fully

threw - past tense of verb "to throw"

thru - nonstandard spelling of "through”

to - apreposition

too - dso, much

two - anumber
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typical - conforming to type or expectation

atypical - nonconforming to type, irregular

unabridged - entire, complete

abridged - shortened verson

expur gated - objectionable content removed

unreal - not real

unred - tounwind

use - present tense verb

used - past tense verb

vary - to change

very - much

veracious - truthful

voracious - greedy, hungry

vice - mord fault
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vise - toal

waver - to fluctuate

waiver - to suspend or relinquish

weak - not strong

week - seven days

whose - possessive pronoun

who's - contraction form of "whois' or "who has'

your - possessive pronoun

you're - contraction form of "you are’

yore - of times past
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Appendix E: Correct Use of

Prepositionsthat Follow Certain
Words

accompanied
by aperson
with athing
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[« Frevious|nexr v
account

for an action

to aperson

[ rrevious [noer |
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[« ereviovs [ nexr |

adapt

from patterned after

to adjusted or modified for

[ rrevious [noer |
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[ ereviovs [nexio |
agr ee

in tobelike, amilar
on to bein accord with
to to consent

with to concur

(< rrevious [nocrs |
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[« rrevious nexrs ]
angry

with aperson

about agtuation

[ rrevious [noer |
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[ rreviovs [next o]
capacity

for ebility

of content or space

[ rrevious [noer |
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[ erevious et o]

compare

to to expressamilarities

with to express differences

[ reeviovs] noxr
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[ rreviovs [next o]
confer

about to discuss

upon to bestow or grant

[ rrevious [noer |
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[ rreviovs [next o]
correspond

to agreewith

with communicate through writing

[ rrevious [noer |
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differ

from

with

to be different

disagreement regarding an issue

disagree with aperson
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[rreviovs nexr o

different

from

[Crrevious [nesr o
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[« ereviovs [ nexr |

disappointed

by, in someone
with something

[ rrevious [noer |
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[+ Frevious|[next o]
speak, talk

with aperson

to

address agroup or an audience

[ rrevious [noer |
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Appendix F: Capitalization

Herearethe basic rulesfor capitalization:

Capitalize the names of persons, places, and thingsthat have a proper meaning:

Joseph Raggio
BlueRidge

Stratford Green Lane
London

Oxford Universty

Do not capitalize common nouns that denote agenerd meaning:

nurse

Street

company
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Capitalize the proper names of organizations:

United Nations

Cdifornia State Highway Commission

Department of the Treasury

Capitalize the names of countries, states, specific geographic regions, holidays, days of the week, months, and
higoric events:

Wiscondan

the Southeast

Chrigmas

Thursday

Auguds

the War of 1812
Note

Do not capitalize the seasons (winter,
spring, summer, fall).

Capitdizetitlesfollowing names:
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Joseph Nell, Director of Market Research

Alan Vanucdi, Vice President for Public Affars

Capitaize key wordsintitles of publications:

The New York Times

People

Ladies Home Journal

[« ereviovs [ nexr |
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Appendix G: Plural Nouns

The plurd of the mgority of nounsisformed by adding an"s' a the end.

ca cas
desk desks
pen pens
song song
nurse nurses

The plurd of nounsendingina"y" preceded by avowe (a, e 1, 0, u) isformed by adding an"'s."

play plays
toy toys
atorney atorneys
decoy decoys
journey journeys

The plurd of nounsendinginay" preceded by aconsonant isformed by changing the"y" toan"i" and adding "es."

sudy sudies
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lady ladies
ky skies
enemy enemies
tregty treaties

Toformthe plura of some nouns, add "en" or change the vowels.

child children
men men
woman women
tooth teeth
mouse mice

Toformtheplurd of nounsendingin”ch,” "s" "sh," "x," or "z," add "es’ tothe end.

lunch lunches
bus buses
brush brushes
box boxes
waltz waltzes

The plurd of somenounsending in"f' and "fe" isformed by changing the"'f' to "ve" or addingan s
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|leef

helf

wife

wolf

proof

belief

roof

leaves

hdves

wives

wolves

proofs

beliefs

roofs

Theplurd of many nounsending in"o" isformed by adding an"'s' to the ending.

piano

casino

radio

soprano

pianos

casinos

radios

sopranos

The plurd of somenounsendingin"o" isformed by adding an "es' to theending.

hero

potato

tomato

heroes

potatoes

tomatoes
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veto vetoes

Some hyphenated words only form the plural of the key word.

brother-in-law brothers-in-law
attorney-at-law attorneys-at-law
hanger-on hangers-on
maid-of-honor maids-of-honor

Somewordsendingin”s' tekesingular verbs.

mathematics

physcs

politics

€conomics

News

When used as nouns, some words are only plurd.

proceeds

tweezers

SCISSOrs

trousers

clothes
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thanks

pants

billiards

bdongings

Some wordsindicate both plurd and sngular.

deer

figh

moose

sheep

trout
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Appendix H: Compound
Nouns/Words

Compound nouns consist of two or more words hyphenated or written as solid or separate words. Some familiar
compound words are brother-in-law, checklist, and data processing. Although your spell-checker will often prove
helpful when using compound words, if in doubt, ways consult an up-to-date dictionary for the correct spelling.
Hereisasdected list of compound words:

| age-old
accident-prone
armal
attorney-at-law
audiovisud
backup
bankrall

biweekly

blackout
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book review

bookstore

braingorm

breakaway

breakdown

breakout

breskthrough

breakup

broad-minded

buildup

bylaw

capital-intensive

carsick

cave-in
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changeover

checkligt

checkup

cleanup

closeout

coauthor

comeback

computer-aided

cost-effective

countdown

courtyard

crackdown
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cross-reference

Cross section

crossroad

custom-made

cutoff

dataprocessing

double-spaced

drawback

drive-in

eye-catching

eye-opener

eyewitness

fireproof
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fallow-through

follow-up

full-bodied

get-together

good-bye

good-natured

goodwill

hebit-forming

har-rasng

half hour

hdf-truth

handbook

heartsick
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high-priced

homesick

hometown

interest-bearing

interoffice

know-how

law-abiding

lifelong

lifestyle

liferaft

long-winded

market-tested

mesterpiece

master plan
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middle-aged

mispell

moneymaker

money order

multipurpose

naionwide

rightlife

nonessantia

old-fashioned

panic-stricken

paperwork

praisaworthy

proactive
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quick-tempered

quick-witted

reorganize

retroactive

runaway

run-through

salespeople

schoolteacher

smiannud

send-off

show-off

y-high

in-off

standby
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subdivison

takeoff

takeover

tax-exempt

tax-sheltered

time-saver

time sheet

top-heavy

trade name

trustworthy

trade-off

tryout

turnover
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user-friendly

walk-through

wegtherproof

workout

write-off

year-round
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Writing Aerobics
Review Exercisesto Test Y our salf

Usefamiliar or smpler wordsto express the following idess.

accomplish the project

effectuate improvement

render every assistance

enclosed herewith please find

pursuant to

make referenceto

perform an examination

close proximity

andiorae

anterior to

append
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adjacent to

gpprobation

ducidate

peruse

thereupon

Revisethe following sentences for greater precision and economy of expression.

1.

In accordance with your request, distribution of the questionnaires has been accomplished.

Thistechnique servesthe function of being of use for processing orders without delay.

Thisisto inform you that per request of yoursto ordering new computer equipment we will proceed to
do so within seven days.

Victor Y oung was asked to conduct a study of the progress of severa of the reports being written by
managers proposing revising various interna procedures.

Tinaneeds to make a decision with respect asto whether or not she will gpply for amanagement position
with another company.

The software was designed in order to effectuate improvement of accounting procedures and practices.

Pursuant to questions concerning revised guiddinesfor writing policies, ameeting is scheduled for May
27 to ensure clarification of the above-mentioned guidelines.
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Revisethefollowing memo.

TO: Department Supervisors

FROM: Sam Gold

SUBJECT: Depatmentd Relocation Plan

Asyou dl know, our new building will be ready for occupancy inthefdl. | have therefore been working with
our Corporate Structure Department on plans to combine and rel ocate various departments now occupying
our current building. These moveswill relocate dl departmentsto our new location Blue Ridge Street.
Procurement and Purchasing will be the first departments to be rel ocated, followed by Accounting,
Engineering, and Human Resources. For your convenience | have attached herewith a detailed plan showing
the exact location of each of your departments so you can provide urgently needed suggestions and requests
for furniture and other necessary equipment requirements. | need these comments by next Friday.

Proofread and correct the following message.

Emergency callsfrom George,

George called Dave and | last Tuesday @ 10;30 am George's persona e-mail is not working in the Internet
ABC. So | contracted John and her assistant to inform him that | could not make it to the meeting, because |
have an emergency meeting with George. | ingal the ABC but the Internet mae was il not working. |
received the messaging One or more gpplications have been use by other gpplications Please close dl the
gpplications and start the ABC again. | closed al the applications but till have aproblem. | called Tom, he
suggested to downlow the ABC so | did this: but its ftill not working. | called tom again and spoketo a
different support person. He said ingtal the ABC again | did and | tested the connection and E-mail with no
problem. | findly got the E-mail to work again for George.

Revise thefollowing memo for economy and tone,

TO: All g&ff

FROM: G. Regrotty

SUBJECT: Persona Use of Office Copiers

Thisweek avery serious problem was brought to my attention by a dedicated employee. The problem
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involves personnd making excessive use of office copiersfor their own private purposes. Officid company
policy states clearly and emphaticaly that office copiers are to be used exclusvely for officid businessonly.
Nevertheless asin any organization there are those individua s who prefer to ignore company policy and act
contrary to official procedures. Those guilty of thismust a once cease and desst said activities and the abuse
of officid policy. | wish to make mysdlf perfectly clear in this matter that continued refutation of established
procedures will not be tolerated and will result inimmediate dismissa. Please fed freeto forward comments
and questions regarding thisissue to my direct attention. Thank you.
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Answersto Writing Aerobics

accomplish the project

effectuate improvement

render every assistance

enclosed herewith pleasefind

pursuant to

make referenceto

perform an examination

close proximity

andiorate

anterior to

append to

gpprobation

ducidate

peruse

COMPLETE THE PROJECT

IMPROVE

HELP, ASSIST

ENCLOSED

REGARDING, ACCORDING TO

REFER

EXAMINE

NEAR

IMPROVE

BEFORE

ADD

APPROVAL

DEFINE, EXPLAIN

VIEW
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thereupon THEN

2.

Asrequested, the questionnaires have been distributed.

This technique can process orders without delay.

Asyou requested, we will order the new computer equipment within seven days.

Victor Y oung was asked to study the progress of managers internal procedures reports.

Tinaneedsto decide if shewill gpply for amanagement position with another company.

The software was designed to improve accounting procedures.

We have scheduled ameeting for May 27 to clarify questions about the guidelines for writing policies.

TO: Department Supervisors

FROM: Sam Gold

SUBJECT: Departmenta Relocation Plan

Please review the enclosed department rel ocation plan and return al requests for furniture and equipment
requirements to me no later than Friday, July 10.

Emergency call from George

George cdled Dave and me last Tuesday at 10:30 am. George's personal e-mail was not working inthe
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Internet ABC. So | contacted John and his assstant to inform them that | could not makeit to the meeting
because | had an emergency meeting with George. | installed the ABC but the Internet mail was till not
working. | received the message "One or more applications have been used by other gpplications. Please
close dl the applications and start the ABC again.” | closed dl the applications but still had aproblem. |
called Tom, and he suggested downloading the ABC so | did thisbut it's still not working. | called Tom
again and spoke with adifferent support person. He said to ingtall the ABC again and | did. | tested the
connection and E-mail with no problem. | finally got the E-mail to work again for George.

TO: All g&ff

FROM: G. Regrotty

SUBJECT: Persond Use of Office Copiers

Official policy statesthat office copiersare to be used only for officia business. Nevertheless, | have learned
that employees have been making use of copiersfor private use. Unofficia use of copiersis costly and
time-consuming.

At the sametime, | redize the occasiond need for personal copies and so have directed G. Lawrenceto
make the copier in room 2C available for persona use either lunch hours or before or after work. Please
remember to enter your name and number of copies on the Sgn-in sheet. Because there will be no charge for
thisprivilege, | expect no employeeswill abuseit.
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| ndex

A

accepting a proposal, 198 199
accomplishment of writing, 32 34
acknowledgment letter, 197 198

action

verbs, 175

words, 65

actions by reader, 32

active versus passive voice, 69 71
adjectives and adverbs, 71 72

dterndtive patternsfor organization, 41 42
ambiguity, 74 75

announcement memo, example, 138
apostrophe use, 214 215

goplication for employment letter, 203 204
assumptions and inferences, 44 45
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| ndex

B

background information, 30 31
basic roadmap, the, 34 35
begging the question, 45

billing adjustment letter, 200 201
blue-skieswords, 96 97

body, revisng the, 104
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| ndex

C

camouflaged verbs, expose, 71
capitalization, basic rulesfor, 237 238
cause and effect, 40 41

cause of problem, 47 48

clam adjustment letter, 201 202

clarity and precisonine-mail, 129 131
dliches, 62 63

collection letter, 186 187

colon usg, 213

comma

splices, 75, 77

use, 211212

comparison and contrast, 41

complex problems, 48 49

compound

verbs, 79

words, 243 244

concluding

paragraphs, 84 85

the presentation, 167

concluson, 35

revisngthe, 104

congratulations business letter, 180 181
connotative meaning, 96

congder the audiencein presentations, 163 164
content and function, andyze the, 39 42
conversdiond

professond language syle, 127 128
tone, 128 129

conversational style, usea, 21
convoluted writing, examplesof, 104 106
coordinate and subordinate idess, 72 73
cover |etter for attached document, 199 200
credit refusal letter, 185 186

credit/loan gpprova letter, 184 185
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| ndex

D

dangling participles, 79

define anticipated problem, 47
denotetive meaning, 96

designing the document, 49 52
designing/formatting proposals, 170
details, 35

determine the purpose of report, 149
directiona words, 82 84

double negetives, 78 79
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| ndex

E

editing and proofreading email, 133 134
editing,

proofreading versus, 116

the key to, 100

Editoria Checklist, 102

eementsof areport, 153 155

e-mail shorthand list, 134 136

emal,

clarity and precisonin, 129 131
gender-freelanguagein, 132 133

tonein, 131 132

emotions

and evaluating theinformation, 42 43
inwriting, 92 93

environment and writing, 14 15

errorsin preferred spelling of names, 120
euphemisms, 60 62

evauding theinformation,

emotionsand, 42 43

Evauation Checklist, 46

Evauative Report Example, 155 156
Example of aDeveoping Paragraph, 85 86
example of ineffectual emphasis of purpose, 33
executive summary, 31 32
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| ndex

F

faulty analogy, 45

firg impressonsine-mal, 125
focus of the book, 8

fragment sentences, 75 76
free-writing, 21 22
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[ erevious et o]

| ndex

G

gender-free languagein email, 132 133
Generd Guiddinesfor Successful E-Mail, 130
generdizations, 4344, 75

guiddines

for addressing problems, 48 49

for toneand style, 93 94

Composing Power E-mail, 124

[Crrevious [nesr o
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| ndex

H

headache-causing insurance procedures, 24
high-strung sentences, 80

huh? letter, 24

hyphen use, 215
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| ndex

ideashopping, 20 21

identify

your purpose, 33

your reader of areport, 151 153
illugrations, 31

indefinite pronouns, 218 219, 223
infinitive phrases, 79

information organized in areport, 153
information-overload memo, example, 138 140
informetive memo, 140

initial fear of writing, 19

inquiry letter, 194 195

indructions, 159 161

interview follow-up letter, 204 205
introductory paragraphs, 80 81
invitation

to an event, 182 183

to apply for credit, 183 184
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(< reeviovs [ ey

| ndex

J

job application cover |etter example, 173
[« Frevious e |
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[« ereviovs [ nexr |

| ndex

K

knowledge of reader about topic, 28 29
[« Previovs|[next +]
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[« ereviovs [ nexr |

| ndex

L

length of sentence, 68 69
| etter

of gpplication, 172

style, 145 149

|letters, 144 145
linelength, 51

[« erevious [ nexr |




This document is created with the unregistered version of CHM2PDF Pilot

[rreviovs nexr o

| ndex

M

"make" expressons, 56, 59

margins, 51

measurement words, 219

mechanica correctness, 115

mesting minutes, memo outlining, 144
memo outlining meeting minutes, 144
memos, 137 142

[Crrevious [nesr o
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[« ereviovs [ nexr |

| ndex

N

negative

messages to managers and executives, 95 96
response to aletter of inquiry, 196 197

non sequitur, 45 46

no-sympathy |etter, 24

noun and verb endings, incorrect, 118
numbered ligt, 87

[Crrevious [nesr o
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| ndex

O

often-confused words, 225 233
opening, reviang the, 103 104

organizing e-mail messages, 126 127
overuseof "and," 78
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| ndex

P

paragraph length, 51 52, 85
paragraphs as""building blocks" 80
paragraphs, 86 87

paraldism, mantan, 73 74
parentheses use, 213 214

persona pronouns, 223

pitfalsto accurate evaluation of information, 43 46
planning the presentation, 162 163
plurd nouns, 239 241

policy or procedure letter, 191 192
potential readers, 29 30

preparing an outline for a presentation, 164
prepositional phrases, 71
prepositions, correct use of, 235 236
presentations, 161 162
previouswriting asamodd, 20
problem, memo discussing a, 141 142
problem-solving techniques, 47 48
Procedura Report Example, 156 158
procedure memo, 141

pronoun agreement, 222 224
pronoun reference, incorrect, 118
proofreading

and editing your resume, 175
versusediting, 116

Proofreading Checklist, A, 118 121
proofreading errors, common, 116
proposals, 168 170
desgning/formetting, 170
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| ndex

Q

quantity versus quality, 11 12

question mark use, 214

questioning the need for writing, 14

Quick Guideto Organizing Information, 43



This document is created with the unregistered version of CHM2PDF Pilot

| ndex

R

reader

and expertise to understand content, 30
and the subject matter, 28

reader, what do | know about my, 27
"reader-friendly” messages, 25 26
reader-friendly words, 55 56

resders expectations, 27 28

reading the presentation, 167 168
recording/reporting meeting minutes, 142 144
redundant words and expressions, 59 60
reference or recommendetion letter, 192 194
refusd letter, 189 190, 208 209

regional words and expressions, 63 65
relaxation and writing, 14

reply to aletter of inquiry, 195 196
reports, 149

request/recommendation memo, 140
response

to acomplaint letter, 205 207

to arequest letter, 207

resume, writing the, 173

resumes, 170 176

review exercises, 245 250

run-on sentences, 75, 77
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| ndex

S

saes|etter, 188 189

sampleresume, 174

sef-andyss of strengths and wesknesses, 171
semicolon use, 213

sentence structure, 78 79

problemswith, 110 111

separate the information into categories, 37 38
Separated or missng words, 119

7 Guiddinesfor the Emphasis of Key Ideas, 52
sexig wording, avoid, 107 108

dow downin editing, 100 101

gpatia order, 40

Folitinfinitives 119

statement of purpose, 34

stormy-weather words, 97

srategy suggestions for successful proposals, 168 169
dress

and the reader, 12

and the writing process, 11

stretching the truth on your resume, 176
gtrong opening in e-mail, 126

subject and verb agreement, 217 218
incorrect, 118

subject linesine-mails, 124 125
subject-verb-object sentence structure, 70
subordinate ideas, coordinate and, 72 73
suggested closing lines of reports, 152
suggested opening lines of areport, 150 151
supporting details, 30 31

supporting paragraphs, 81 82
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| ndex

T

technical terms, 31

10 Guidelines to Construct Better Paragraphs, 88
thank-you business letter, 179 180

time order, 39

tittesand names, 219 220

tone

inemail, 131 132

of voice, 91 92

topic sentence, 34

traditional resumeformat, 174 175

transmitta of information letter, 190 191
transpositions of |etters, numbers, and words, 120
typeface, 50

Sze 51
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[ erevious et o]

| ndex

U

underdressed words, 56
unnecessary articles, prepositions, and pronouns, 72

[ reeviovs] noxr
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[« ereviovs [ nexr |

| ndex

Vv

variety and sentence structure, 68

verb forms, 220 222

visua proofreading techniques, 117 118
visudizeyour writing, 35

(< reeviovs [ e
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| ndex

W

wesk opening in e-mail, 126

welcome business |etter, 181 182
welcome, memo or e-mail of, 142
word choice, 65, 108 111

words as the tools of the trade, 54 55
wordy versus concise statements, 57
writer's block, overcoming, 19 22
writing

asaskill, 1516

for another person's approval, 112 113
nothing, 13 14

the opening of a presentation, 164 166
without stress, 10 13

writing that makes the best

impression, what kind of, 18 19
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