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Objective

® This: covrse is; designed  fo) help’ stodentslearn
business: communicafion’ by developing in) them bofh

written and oral skills' of  communicafion; they

need| fo) be' successful in their, professiontl
lives. To) make’ stodents  familiar: witht the) renl
communicafion’ issues;, personal’ inferviews: wifh
pusiness; associates; and  academics: other; thanefhe
theoreticall discussions; willl be the! hallmarkeotarhi
course. "
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Why StodyBusiness:Communication?
Hiewnysthatimakeaidifference

o First; theisubject: matteriis different: here'youiwill
getia chance'to practice.communicafing with
concepts and fechniques.

s Second; you will, forexample, practice wrifing
memos; letfersiand business reporfs:

s Third; youwill have a chance fopractice) youriorai|
presentation skills; being extensively usedin
business world.

.
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Why Stotdy BusinessiGCommunication?

" Forthy you may learniaslightly different style of awrifing
and! speaking: In) general; business: communicationyis
more objective; systemafic, and concise than creafivesoy
personal wrifings.

o Finally, = vnlike' assignments: in| other. covrses, which
may, emphasize) thel message’ ifself’ or: the' persontl
expression) of’ the' wrifer: or: speaker. = buUsiness
communication focuses on the response you! elicif ¥ ro
your reader.or; listener.
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What:PeopleiReguiredifo be Skilled
Communicarors?

They need fextensive and complex:body of knowled gethat
inclodes:

semantics (the study of word ‘choice)

1. Linguistics (the'stodyof langutge) |

2. Rhetoric(the'study of writing and speaking effectively

37 Psychology (the'study of human behavior)

45 Sociology /(the studying of society)

5t Graphic Designi(thelability fo)communicatethrovgh
visuals)

67 Computer, Sciences (fo handle'word processinglefcy
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WhatasiCommunication?

® The'word communication means theactiorprocess of
givinghor: exchanging| of: information, “Signalsy oy
messages;as by falk; gesturesior:wrifing: Techmcally
speaking, in' the act) of! communication, we' muke
opinions, feelings; information, efc. known Of
pnderstood by’ others through) speech; writing ofa
bodily'movement.
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Whyidoywe:GCommunication?

The purposelofiany given communication is:
sEstimulating some action.

sagiving| information; ideas; attifudes; beliefs; or.
teelings.

srestablishing) links; or? relations. wifth| ofher.
people;
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Stimulafing Action

stimulatingraction may be achieved by fwolways:
s Expressing needs and requirements.

s Persvading and’ mofivafing) ofhers: the® way: you
wanf them fo act:
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Givingnformation

Givinghntormuftion) ideas; affifudes; beliefsiand
feelingsimay beldone for any number; of purposes:
o' Creafing awtreness

s Creating uonderstanding
' Persuading|ofhers

s Influencing ofhers
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Imporiance ofiCommunication

Effectivelyminyspeaking and) writing iss usetoloin dll
areasiof business, such as: Services Worker

° Mﬂnﬂgemelﬂ' 51.6% Clerical

o Technical 2o

o Clerical A
s Social posifions

Manager
40:7%

Technical Worker

So poorly written messages result in loss of time,
money and even life.
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AdvantagessoriCommunication
INyoUrCaree
I OUCCESSIINT yoUr: careeriuspased s on youraabiifyafo
Lommunicate’errechivelyasiajvaivabie asse!
R lmsisiavaluabieassetoryou:

) SIruug ommunicaiion sKillstares roundun - everys jon
escriptioniisted by companiesiadverfising posifions.

P Communication s aiprimaryiresponsinilityanmany careey,

- Community cleariyanternallyandiexternally;

1 m 2 . Professional Reputation
4




Reguisitertor;Promofion

) Primesrequisife of a promo) fable’ execotive issabilify fo
communicate; ‘

o) Your: ability fo) communicate is; in fact, your: fradentariks
The: memos, lefters: and reporis you| write;, demonstrafe
your abilityor lackiof ability fo communicate;

o’ Poor. communication’ remain buried in lower, dead- end
jobs:
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Reguisitertor;Promofion

You mayhave capacity for-hard work:

o7 Ability to get thing done with andthrovgh people
®: Good lappearance

o Self-confidence

o) Sound|decision-muking skills

s’ Collegeeducation
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Reguisitertor;Promofion

Threetopiresponses of promofubieexecutive:
) Business letfer

®1 Report Writing
o Oral Communication
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DevelopimgitherRight: Attitude

o' “To thelcustomer, you are fhe company.

) Each) message’ communicafes: theessential qualifysantd s
culture of your company:;

To develop theright affifude; yov need cerfain qualifies:
o Caretulland sound judgmentwhile choosing ideas & fuctsh

) Patience and| understanding while: dealing with onjustly
Persons or-mancgers.
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DevelopimgithelRight Attitude

* Integrity:

*> knowledgeiofiEnglishilanguage:

*F processes andiprincipalsofisuccessiul
communication:

* Knowledge oficulturaliconventions, ofiyour. audiences
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Colroral Diversityaf, Work

o) Todaystworkplacelis increasingly diverse in agey gentder,
and nationallorigin: |

o) Diversity hus brovght; problems to) organizations andiHus
brovght strengthsifoo;

o' Jo) handle diversity issves; in the, workplace, companies
need fo fake cerfain measvres:

o Seminars.

s Managers needs foibeopen minded.
s Llanguage prohiems.
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BUSINESs
Communication
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Organization

s An organization) is. a) group) of’ people’ associafed Sfor
business; political, professional, religious; sotitrl NOoT- =
other purposes.

o' |fs activities require’ human beings fo inferact and react,
that is, fo communicafe;

s They  exchange' information; ideas; plans, order neede
supplies and make decisions; rules; proposals; contracis;
andagreements.;

s> Communication isithe “Lifeline™ of every organizafion 0 |
Hifeblood " ofanyorganizafion.
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¢  Planned communication.

e  Memo, letter, report, e-mail faxes that follow
company’s chain of command.

Informal Communication

¢  Casval Communication among employees, e-mails,
face to face conversation, phone calls and discussions.
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e Direction of flow within the organization

Upwards communication

by employees to

top management

2
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Downwards communicatio

by top management

to employees 1

Horizontal Communication

From one employee /

I
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dept to another
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InfernaliGCommunication

o Thevtormual tlow of information followsithetofficial
chaintof command.

VP VP VP VP VP
Production Marketing Sales Finance Human
Resources

Sales
Manager
International

Sales Sales Sales
Manager Manager

Manager
East Midwest West

District District District
1 2 3
Manager Manager

Manager

Sales Sales Sales Sales Sales
Rep Rep Rep Rep Rep
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Downward Communication

o' Orgamzationaldecsion are: made af fopyleveltand| then
flowidown to the people who carry them:.

s’ Employees:become mofivated iand more efficient;

o [fiancreases safisfaction.

o They need clearsjob directions; safetyirules; facts abopTas
organizational’ strategies; products, and’ viewpoinfs 0
important.confroversial issues.
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Upward GCommunicafion

o Commumcation™ that’ fakes place™frompther lower
management fo the upper. management.

o' It helps: the' fop) management, fo, make inielligent'
decisions.

o' Upward communication cantbe formal and informal.
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Horizontal.GCommunication

' Horizontal flowenables fwo deparimentsioraiwoipeople
fo fonction properly;

s [fisolves problems; performs jobiduties; prepares for
meefings and/cooperates on imporfant projects.
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Informalinternal.Communicafion

s Everys organizafion.  has; aninformal
communication nefworks = ai grapevines=sfhufas
supplements official channel. |

s |tas important source of information.

s [tiis casual conversafion of an organization.
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External Commuonication

P Communication Brva SIaKes Spl ace S etWEENT RIWD RO SnTor e iTan S wo'
DTganZations s Scolled fexierntl - communication sl HENrighialefrery
proposal Zrepori, felepiione call, or persontl conversation Scanpwin
JacKean angry Scustomer, creafesaidesire ror, o firmis s prod vl ST,
SETVIces; encourage collections; mofivate persormance andin generoiy

reateigoodwiil s m

Planned communication with ovtsides, memo, letter,

Report, e-mail, Faxes that follow company’s chain of
Command.

External Communication

Casual Communication among Customers, suppliers,

investors, e-mails, face to face conversation, phone calls,

discussions
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VariousiAspectsiof External Communicafion

Customers
Clients
13

Stockholders
Investors
Lenders

12

14 gubsidiaries

Professional services

(auditors, legal, etc.) 1

Suppliers
Vendors

2

Distributors
Wholesalers
Franchisees
Retailers
Agents

Thie

‘___,_______—-v Corporation \
Employment Legislators

agencies
11

The general public
Potential employees
Potential customers
Potential stockholders

10
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Special
interest
groups

9

Government
agencies,
regulators,

offices 4

The courts

5

Foreign
governments

Trade associations  The media and offices

Competitors
Other businesses 7
and industries g

I
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BUSINESs
Communication
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Communication

o Transmiffing, information| from, one person’ foNofher
person:
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Jheories of. Communicafion

Electronicilheory

' Onelvery influential theoryiis called ‘thetmathemafical 'Oy
electronic theory of communication;

o' This; idea’ emphasized’ the' fechnical® problems; jof
fransmitfing a message from a sender'fo a receiver. =

o' It is hased on, and uses the language of ‘el ectronics.

e The messagerbeginsswithsan/nforniation) sovrcepiie
mind| of ‘the sender. (writer, or. speaker); who emade{‘
message info words and/senfences;
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Electronic Theory

oL Thesmessagensyrransmitted jas:arsignal muarkstonspaper. of
sound ‘waves) through o channel; where it may berdistoried
by norse(such as smudged typing or.acoustical probiems)NASTE
o) last step, the! receiver: (listener: or; reader)) decodas e

message.

Message
Communicator Avdience) |
as sender’ (S “receivers

) The' electronic theory is helpfol because i} infrod bcesil
ideas of senders;and receivers and ofpossiblelinterference
emphasizes one rmportant aspectof communicafion:

o Accuracy.
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Limitations;of:Electronic Theory

s [fsiosetuinessiusilimited’, people aremof machines

s An| accurafe) electronic communication systempcanpbes
design butnof a humanione.

s [f ignores; many other. imporiant dimensions; of THe
situation in whichwe communicafe; :
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soualEnvironment Theory

o) Socitrl Nenvironment, theory: was: coyned Sbyasocial and
behavioralscientists:

s We' must consider: the' sifuation, fhe' socitl confexitin i
which we work.

s When' we' worke and’ communicate’ fogether, we: il
parficipateiniajsocial situafion.

o Within' that; sitoation; each) agrees, fo, assume cerfain

roles; — such’ as; “compromiser,. =imfiafor;  =0¥
sencovrager: — based onour parfinthe activify:

ss Wereach have ol cerfain stafos prescribed officially; sut
as our job fifle:
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soualEnvironment Theory

o’ Weamneed foronderstand the rules, or the culfore; . of the
environment, in' order: fo) communicate: both therofficial
rules = such) as; company: policies; and| practicess=and
those vnwriffentrules regarding forwhom, how and WhHen?
and for-how long it is appropriatefor us fo communicufe
within aicerfainiorganization.

Message
Communicafor Avdience
Within o cerfaimn environment

s Social environment is helpfollbecavseif addsithe
important dimension of the specific social [sifuation:
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Rhetorical Theory

o Third sefroftheorists add™ more dimensions, fo our,
understanding.  of.  the'  communication® " process:
communicationiis noflinear, buf circvlar,

s It is: nof) just) sending’ o message: o) be received, ot
producing a response; nof static, but dynamic.

*' Rheforical [theorists providetanjiimporiant addition o tHew
communication modelfor-business communicafors.

s Many people cavght opin the accoracy and| forget third
crucial variable, producing the desired’ response form
their avdience:

s This modelis circular, nofilinear.
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Kheforical Ineory

Message

Communicator Audience

Response

ENVIFONMENT;
4

bner mostsmporfantsdirrerences heftween| husiness:
Communicanon ana ofher, 1orms;or.communicarion ISsis;
areulargualitys

PR 0UT, business; communication errectiveness aepentsyon
he result you achieve:



The'Communication Process

s) Commumnication is' o) process; of! sending and recesving
verbal and nonverbalimessages.

o7 Communication' is; considered effective when' it achieves
the desired reaction or.response from the receiver.

o’ Communication is afwo)way process:of exchanging ideq
or information:
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The'Communication Process

) The process of communication has siX.components:
.. Confext

sender/Encoder

Message

Mediom

Receiver/Decotder
Feedboack

A i i
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Gonfext

o) Everyamessage; whether: orall or, writfen, beginsswith
CONTEXT.; ‘

o) Confext  is o broad field! that includes: country, culforey
organizafion and external andinfernal stimuli.

* Your attifudes, opinions, emofions; past experiences; likes.
and dislikes; education; jobstatus and confidence;
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Business
Communication

Copyright By vuways Regards By Zarva Chaudhary & Chaudha



message

) The! message: is. the, main idea’ that youvr wishi o
communicate;

su It is of both) verball (writfen) or: spoken) symbolsSand
nonverbal (onspoken) symbols.

o' First decide exactly, what your, message' is;, also; considEer,
the'receiver.of yourmessage.
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Mediomy Channel

o [t means the way by which aimessage is commumcated;

) You can choose electronicmail, the prinfed/word:

81 The' chojce’ of medium) is affected’ by’ the relationship
between the sender-and the receiver.
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Oral Communication

) Theorallcommunication brings backiimmediafefeeabacks

e It has a conversational nature with shorter words and
senfences.

o |f stresses oninterpersonalirelations.
o' Thisimediomneeds less technical details:
o [fs senfence structures are simple;
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WritienlCommunication

o) Thisimediomis more formal with'focus on contents;
o) [t caniconvey any amount of technical linformation.
siItis best for permanent record.

o' Thissmedivm uses;longer,words and longer:senfences.
s It brings delayed feedback:

Copyright By vuways Regards By Zarva Chaudhary & Chaudh



InsideYovur.Organizafion

For internal communication, wriften mediaimay be:

*  Memos, reporis, bulletins, job! descriptions, posiersy
nofes, employee’ manvals, electronic byulletin® boards
andleven internal faxes.

Oral communication may fake'the form of:

o) Stuff: meefing. reporfs, foace fo, fuce’ discussioNs;
presentations,  avdio)  fapes,  felephonic S chHars
feleconferences or.videofapes.
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OutsideYovur:Organizafion

Externaliwriffen communication meditaimay be:

o Letfers, reporis, felegrams, cablegrams, mailgrams; e
faxes, felexes; postcards, confracts, ads; brocHUres;
cafalogs; news releases efc.

Orally; itimay be

s Fuce fo face discussions; felephione or: presentationssn
solo or; panel sifuafions.
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Receiver,/ Decoder

) The receiver, //decoder: of your messuge is: your readerior
listener.

st Hevis infloenced/ by nonverbal factors; such as fouch, T0STey
and smell.

Receiver/Encoder
(experiences, atfitudes, skills)

Receptor mechanisms Perception Decoding
Idea inferpretation
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Business
Communication
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BarriersinEffective Communication)/;
Communicationfalloff

*> Peapletnrne waorld are not exactly alike: GuUlturesTerGCouninies
are’ not' the' same: lihese differences, however, canrcause
probiems N CoNveyng yYeur meanings. Each persons mineis
differentirem others. As aresult; message; Senders meanings
and thereceVer s respenses are afiected by many 1aclors:

o Semantic.barriers
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ProbleminiConventionsof Meaning

penotation

*8 Aldenotationiissusugllythe dictionary definition el atwera s
DEnoGiativer meanings; Name) GLJeCLS; PEGPIE! G eVENIS
withouts Indicating pesitiver o negativer qualities: SUG
WOrds, as; Gar, desks DBeeK; NeUSE; andl water: Convey
genotative’ meanings: e’ recevers [as ar simian
undersianding ofithetning mwhiichithe woerd/is;used!

Copyright By vuways Regards By Zarva Chaudhary & Chaudh



ProbleminiConventionsof Meaning

(gonnotation

*8 Alconnotationiis;an implication’ 6f; 8 Word 6r: 8 SUGEESTIGN
separate’ from theh usuall definition: Seme: woerds 1ave
connotativer meanings; that1s; qualitativer judgmenisyar;
persenall reactions: e woerd man Is; denotative; T1atiies;
prephiet; brother: arer connetativer Seme. woerds, [ave
POSIHIVET connoialions; Ny ene’ Gontext: and) negative
Mmeanings; I eihers: Eor example; slim: girland siini
GanGes.
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PhysicallBarriers

*F GommUunIGation dees noetiGensist efiwoerds; alenerARGLIEr
sels 0ff LBarriers, IS Gaused) by, yaur  ewn Ehysical
appearance;  your: audience’ Gr ne’ contexts GIaNneE
decument or therpresentationt Your 1deas; NeWEVErR geew
andl hewever: skilliullysimparied, arel ati ther mercy of
various; poetential pnysiGall barriers: |
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PhysicallBarriers

rer )\ ritire

s iherel s a8y whole! barrage! afi Pessibie’ phYySICal NG GEKS; e
jJammed; o Jagged) margins, fingerprints: or. SmMUuGyES;
UNclear poteCeRIES,; Unreadan|ewerd ProGCessor: printeus
Walter; Coffee Grtea spots; ele,

O Speaking

> Mumbling, netrenunciating; SPeaking teo) qUICKIY, NOISES;
nIssing) ventilation,  blewing airy  conditiener ™ nRging
[Elepnones; siamiming deors: elG:
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pPsychological Barriers

* Becauseraifine changing woerild, everyenesnassnissewn
conceptiafireality, @ur sensery perceptions — teuehnsIgnt;
neanng, smellrandrtasier arerlimited) andr each’ Persaenis
mental fiteris uniques Inteur dailyanteraction with! GLITErS;
WEmaKe Varnoeus absiractions,; INferences and evaluatiens
ofithe)woridiareundlus:
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perceptional ofiRealify

ALStracling

*8 Seleclifig] some: detallss andl omitling Gthers ISy 8 PreGeESSHGa!EG
absiracling.

o Differences in abstractingtakeplacenoet:enly When persens deserioe
events butiglsownenitney describe peaple and Ghjecls:
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perceptional ofiRealify

Inferring

*» Gonclusions; made by reasening irem evidencetarelcaled
Inferences, \VVermake assumptions, and draw; Concusiens
even  thought wer are' noetr ablerto immediately: VERyALie
eVvIdence: Some Inferences; are’ Lot necessary ang
gdesirablel others arerisky, even dangerous:;

Inferences are NEGESSAIYI €1 SS

s\ Renweireach ajoereign country; weare surethat:-weswill
petreated politely:

*\/V/hen we) pests a) letter;, werinien thats its will S reaeli i
gestination.
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Barriersinvolving Valves, Atfitvdesietc:

* Betnppersenalitys and: atliiude’ are’ Gomplexacegnitive
PreGeESSH e’ difference’ Is: thats persenalitysusugllyais
theughts 6fi as; therwhelel persen: whereas, attitudesmays
makeup) ther persenality, e’ term: attitude) desChieES
peopler andl explain their behavier Moerer preciselyaan
attitudercan’ berdefined) as; a) persisient: tendency o) feel
andipbenaveriniaparticulan way tewards; Seme 6n|ect:

Copyright By vuways Regards By Zarva Chaudhary & Chaudh



Barriersinvolving Valves, Atfitvdesietc:

* Al recenvernsHattitude’ toward) al messager Ganpdeterming
Whethersit IS, acecepied] o rejecied: 1he! elfeClVENESSHIS
influenced| alsey by the values; atlitudes: and GPIMIGRSEeiis
the’ communicators: eeplel react: favarablys whensuiey
[EGEIVET agreeanle’ message: REeGEIVErs: VIEWS) G MiE
iInfermation willfafiectitner respense: Inis response coula
pe'wnatithesender; desires o JUstitne)GpPPasiie:
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Barriersinvolving Valves, Atfitvdesietc:

(elosedMing

*8 SOMmeETPeEopIe oI ngidiVIieEWs: Gn| Gertain SULECISTITEY
maintaintheirigid Views regardiess G e GIrCUMSISNGEST
SUGH) a) clesed! minded) persen IS, Very: difficulisse
communicateto;
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Clarity

Appropriate words

*Synonyms
Accept - Except Amount — Number
Access - Excess Appraise — Apprise
Adapt — Adept - Adopt Assistance - Assistants
Addition - Edition Attendance - Attendants
Advice - Advise Balance — Remainder
Affect - Effect Beside - Besides
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lris

Latin English
Ab initio From the beginning
Ad infinitum Without end
Ad Libidum At pleasure
Ad nauseum Until disgust, till surfeit
French English
A la mode Fashionable
A prpose To the pointy (lit. purpose)
Amende honourable Satisfactory apology
Amour propre Vanity, self-respect
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Business
Communication
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Objectivesiof:Nonverbal Communication

) DefinefiesTerm nonverbal Communication.

o) Listand definethe fouvrtypes of nonverbal communication:

oh [dentify s importance fo thefotal imessuge:

' Distinguish four ways of grovping nonverbal communications
o [dentity seveniaspects of nonverbal behavior,

o' Highlight the'rolejof -nonverbal behavioriin the, communication
process:

o) Confirm with' the sender. of a message fhe  meaning of SHEIT
nonverbal behaviorcommunicafion.

shinferpret. and’ use’ your, own| nonverbal  communicanio
appropriately; :

' Use nonverbal communicafion.
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Inferprefingtheinonverbal parfof the
message.

Nonverbal' communication) consists: of: that) parfrofa
message that isinof encoded|in words: The nonverbal pars
of: the' message fends: fo) be' Iess: consciovs and’ offen
reveals: the, sender's® feelings; and  preferences. moye
sponfaneously and honestly than| the verbal parf. If the
verbal'  message; does; not. mafch, the' nonverbl
communication, peoplestend fobelieve: the nonverhr
message.
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Fourtypesiofinonverbal messages

15 Personal (fo'the individoal)

2% common fo a group of people or, culfure
32 universal (fothumankind)

4. unrelated fothe message (random)
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Fourfypesiofinonverbal messages

Nonverbal communicatiominvolves: kinds of nonverbal/belavior
that are unique fo)a person. The meaning is|also uniqueifo fhe
person sending fhe  message:

s
bl

Coltural nonverbal communication) by confrast, is characieristics of;
or,common fo, a group of people;
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Fourfypesiofinonverbal messages

Universal nonverbal communication is behaviorthatis
commonto humankind.

Unrelated nonverbal communication; suchjas aisneeze; is3
unrelated fo'theverbal message:
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Analyzing'NonverbalCommunication

) Peoplescommunicateinonverbally with body movementiand
with' personall relafionship) behaviors: This: nonverboal s
communication’ changes: of, complements the verbgl
communication. Nonverbal communicafion’ always: occurs
in ) confext or, frameworks The confext offen determinesy
thet meaning| of: the  nonverbull behavior. On differen
occasions;  the: same’ nonverbal® gesture; may. HAave
completely’ different’ meanings. Without) confext and
spoken works; nonverbal behavior is almostimpossibie io
interpret withrany accoracy;
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Analyzing'NonverbalCommunication

Theoretical ™ wrifings: and’ research’ classify> = nonveroul
communicationinfo)seven main areas: ]

1. Body movement

2: Physical characteristics

3. Touching behavior

4. Vocal qualities’(paralanguage)
o1 Spuce(proximity)

67 Arfifacts

/s Environment
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Body:Movement

) Body movement inclodes: movement of the hands; heod,
feef, and’ legs; postore; eye. movements andSfaciol e
expressions — all'these affect theimessage;
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pPhysical Characteristics

) PhysicalF characteristics: such) as: body, shape; general
affractiveness;, body and breathe odors, weight, hairaand e
skin,  colour, are’ imporfant. parfs. of. nonverbual
communication:

' Becavse peopleireact; and/respond fo) these factors; theys
all’determine their responses ininterpersonal encounters;
Hirstiimpressions and/images of others canthe associafed
unconsciovsly. with) past) experiences: of’ people Swifh
similar.physical characteristics: |
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pParalangvage(Vocal Qualities)

! Paralangvage is: that! part of language associated Swith;
but not involving the word|system. It consists of ftHelvoicens
gualifies and vocalizations: that affect how somethingpis
said rather:than whatis said:

s Voice qualitiesinclude:

o Pitchirange

) Pifchicontrol

s Rhythmiconfrol
*iTempo

® Articulation confrol

® Resonance.
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Paralangvage(Vocal Qualities)

s Vocalizationsialsorgive clue fo the fotalimessages Three of
thesebare® shown in fable. The' fones, of! voice; raferof
speaking and voice inflectionare animporiant parfiof them
fotall message: A\ tired person;, for. example; willl speak
more slowly than usval, a disappoinfed person may spetk
with a flaf’ tone, while' the' fone' of voice of someone
excited abovut a coming holidayreflects this excitement: ™8

Type Examples

Vocal characterizers laughing, crying, sighing, yawning, clearing the throat, groamng,
yelling, whispering

Vocal Qualifiers intensity (loud/soft); pitch height (high/low).

Vocal Segregates sounds such as ‘vh-huh’, ‘um’, ‘vh’; silent pauses.
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Business
Communication
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Proximity(Uselof:Space)

) Proximity. means, nearness, in| ferms. of’ physicalSspace;
How, peopleluse their; persondll space and/ that of "oThHers e
communicates. a) message: This. response. to, spuficl
relationships) in formal; informal’ and} intimate; setfing
indicates; how, that, person, perceives: and feels: in' thofas
spuce;
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Proximity(Uselof:Space)

' Personalspacevaries according fo:
o Gender
o Status
' Roles
o Cultore
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Ariifacts

s Artifactsiaresfhiose objects used [fo) convey nonverhl messages
abovutiself-concept; image, mood, feeling or.:style; Foriexampie;
perfome; clothes; lipstick; glasses project the style or'moot of S
the wearer, Many arfifacts; are common) fo) the group; bufawe
also use arfifacts, parficvlarly cothing, as anindividoal foym
of communication:

*" Even ifiyou decidetyou willinof -bother; about) personal appearance
or.clothes; otherswill read thistmessage as part of your nonverbul
communication:
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Environmental Factors

' The environmentican intlvence the ouicomerof ‘communicafion’
For: thisyreason, organization' gives; carefoll consideration fo
office’ spuace, factory  layovt, the' sales areal and’ conferences
venves. The environment shovld putf peoplelafiease and maich
their expeciations, an) unsvitfable’ environment: can prodote
‘noise’ that cavuses communication barriers.and inferferes wnh_
the communication process.

o' Certain instincts, such) as desire) for: privacy, familiarity and
security, need foibe satistied. Carefol \designiof the workpiace
canimeet these needs and in'so doing improve; communicafiony
productivify and morale:
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Your:ResponsetoiBehavior

Nonverbal Behavior Teacher Student

Body movement
Physical characteristics
Touching behaviour
Vocal qualities

Use of Space

Arfifacts

Environment
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Your:ResponsetolaniOrganization

characteristics Organization you Organization you
Like dislike
Atmosphere

Use of space

Smells

Colour

Service

Building

Inclusions and fittings

Sounds
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MatchingINonverbal & Verbal Pars

o Matching thesnonverbal land verbal paris of thevfofal imessage, fhe
fotal message’ combines, spoken words: with) thetnonverbal
communication; Nonverbal communicafion adds meanmingy modifies
or.changes the spoken word:

o} Five fraits: of ‘matching| nonverbal and verbal parfs are:
* Repeatfing
o Contradicting: ie. looking) af’ something else’ you| say M0
somehody.

o Substifuting: using facial expression as a substifote for, wordsio
show pleasure; disappointment, efc.

s Accenting: moving the head and hand folemphasis parisiof
verbal message shaking heod [fo)say *No} or,*Yes'

® Confrolling the flow of communicafion:
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Dealingwithiconfradiction befween
Nonverbal &:Verbal Communication

) Dealingpwith) confradiction betweeniverhal land non | verbalimessage;
** Nonverhal imessage may confradict or,complement verbal message:

*F Nonverbal communication)is seldom consciously observed unlessit
confuses the receiver,

*) When| the nonyerbal message such) as; pifch) of’ voice, facriis
expression, posture lacks agreement: witht verbal) message: 11
useful [fo checkithe meaning when'you:

o Are'in|doubt.
o Are comforiable with' communication.
s Have fo'make aidecision|on the basis of fotal message;
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Communication
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Iraitsiof Good Communicafors

s Perception
s’ Pretision

o' Credibility
s Confrol

) Congeniality

Copyright By vuways Regards By Zarva Chaudhary & Chaudh



Iraitsiof Good Communicafors

They are’ able) fo) predict. lhow.: you, will frecerves Heir.
messagey They. anticipate) your. redaction. and, shape) fhermessage
accordingly. They.read your. response; correctly and constantly adjust o
correct any.misunderstanding.

They.create a) ‘meefing of . the minds: When they finish
expressing themselves, fhey share fhie same mentfal/picture.

They are believable. They have faith in the svbstance of
tireir-message, You frust their information and itheir infenfions.

Ihey shape your. response. Depending on fheir. purposesfirey
cammake you lavgh or.cry, calm down, change your mind or fakeacion;
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Iraitsiof Good Communicafors

They maintain friendly; pleasure relations  with you:
Regardless of whether you agree with' them: Good/communicafors
commuand your respond and good will: You are willing fo) work wifh
them again; despite their differences.
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CarefoliCreationiof.the Message

o) Givetyourtaudience o framework: for: understandingithetideas you
communicate

s’ Toimake your'message memorabhle;

o' Use words that evoke aphysical} sensoryimpression.
o' Use'telling) statistics.

) The key torhrevity isifo limit the- numberiof ideas.
o' Tie'themessage fo your avdience's frame of ‘reference;

o> By highlighting) and summarizing key, points; you| help you
audiencelunderstand and remember the  message:
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Feedback

Makefeed backimore vseful by:

s Planning how and when'fo acceptiif.

' Being receptivefo)your avdience’s responses.
s’ Encouraging frankness.

o Using it folimproyve communication.
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Principlesiof Business Communicafion

Dear MraNoeem,

In accordance with) your,: request; of recent date; int whichiyop
expressed| concern) abouf, the damaged merchandise Wov
received on’ May: 18; I have' reviewed| your: case and haVve
reached the decision) that fullFrestitution) shovld be made§o

you!

Sincerely;
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Principlesiof Business Communicafion

Dear:Costomer,

Now is' the' fime’ when) all® smart shoppers: are foking
advanfage of the' special money-saving buys af Bright; while
our Back-to-School Salelis in progress.

School will be'starfing soonand crowds;of shoppers are fryin
fo buy their children’sclofhes.

Why not come in'now while'we' offer the lowest pricesjofafhe
year.and a pleasant shopping afmosphere: -

Sincerely,
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Principlesiof Business Communicafion

Dear:Mralariq

Iiregret to inform you| that; we are' completely: booked Sopyfor
the weekof August; 22. we' have no)rooms available because
the® Word® Processors: Associafion’ willl ‘be® holding  their
convention af ovr; hotel during the week:of ‘August 22 As;yop
will'surely onderstand, we have'fo reserve as many rooms:
possible for.membersiof the association:

Ifiyou canif change the date of your frip; maybe you copldfind
the double room withtbath that youiwont at anotlerdiore! her
iniMurree. :

Cordially,
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Principlesiof Business Communicafion

Dear:MrrAsif;

With reference fo)your order for; our: 35 mm camera, Wearesun
receiptiof your.chequeand are reforning same;

Iibeg toinform you that, as a manvfacturer, our. company sells
cameras; fo) dealers: only. In) compliance’ with! ovr; wholesdalg
agreements;, we deem'if; best fo  refrain from) direct; bUsinges:
with private consumers.

For your information, there are'many retailers in yovr vicimty
whocarry cameras. Affached please find alist of ‘said et eYs:

Hoping you understand.

Yours fruly,
Copyright By vuways Regards By Zarva Chaudhary & Chaudhz



Principlesiof Business Communicafion

Dear:MrAli:

We' have' received your: order, for: a 35mm, camerasbut;
unforfonately, mustiretorn your.cheque;

As: o manvfactorer, we' selll cameras; only’ to) dealers; wifh
whomwe have very explictwholesale agreements.

Nevertheless, we' sincerely’ appreciate’ your, inferest) in, opr.
product; We are therefore enclosing a| list of refailers in\yopr.
communify, who carry a foll line of our: cameras. Anylone of
themwilllbe happyfoiserveyou.

Stncerely yours;
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Principlesiof Business Communicafion

o' Communicafiontis; an| imporfant part of ovr*worldoday, The
ability? 1o communicate effectively with others;is considered
prized’ quality’ of: the successfoll business; peopleslo
communicate’ easily and effectively: with) your: readers;Syoy
should applythe following Seven G principles:

1. Clarity 5. Correcmess
2. Concseness 6. Courtesy
3. Consideration 7+ Completeness

47 Concreteness
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lris

s Clarity means;getfing your message across; so  thafhesreceiver, will
understand whatyou arefrying fo) convey.

®) Choose precise; concrefe and familiar, words.

o) Clarity’ is. achievedin) parf throvgh' af balance’ befween' precise
language: and | familiar, language: Put; right. word| fo’ convey: fhe)
meaning: Familiar words are ofient conversational.
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lris

o Choosey Stiorl, Familiar, Conversational words

Stmple:Words

Complex Words Simple Words

A substantial segment of the Many people
population

Affords an opportunity Allows
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Concise"Words

Complex Words

Arrived at the conclusion

At a later date

Copyright By vuways

lris

Concise Words

Concluded

Later
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lris

o Avoidirepetifive: words. In the following redondantiexpressions;
thevitalicized  words are unnecessary andshouvld be omiffedf

Absolutely free Meettogether
Adequate enough Over with

As 1o whether Past experience
At about Personal opinion
Attached herefo Quife unique
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lris

Conversafional Words:

Trite Expressions .....Choose these conversational words
Acknowledge receipt of thank you for
Agreeable with your desires in  as you sugested
the matter
are in receipt of have
as per our conversation as we discussed
at the earliest possible date as soon as (you) can
at the present writing now
At your earliest convenience As soon as you can or when you are r
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lris

Cliches
*) Here areysome of: the more: popular. cliches; vse fHem sparingly—
only. whenyou're'sure they best express youriintent

*All things being equal
*Break the ice
*Business as usual

*By leaps and bounds
*By rule of thumb
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lris

Constroct effectiveisentences and paragraphs;

®) At thetcoreTof clarity is; the senfence; A\ senfence moyes; thovght
clearly withinaparagraphi I mporfant characieristics are‘asiollows: S

 [ength
o' Unity
s Coherence

Being the chief executive, we can expect help from
you':

Being the chief executive, you can surely help us:

o Emphasis
The order: was; received and fhesmanag
started preparing|for it ;

As the letter. was, received, fermang

starfed preparing forit.
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orrectness

Sir,

EMurketing T Links? with' collaborafion| of ABC making efforis foycreate
anawareness: to) the) public.and fell/fire) peoplerhow  the  instiivie;
universities, sofiware liouses and computer vendors are working¥or,
the betterment, of the' new generafion) in| the' field of  advante
computer. education forinformation’ fechnology.

.- Ihere advertisement in| the shape of banners and display tableg,
stalls;with' fhrerevaloable opinion/guidance’ ...

oo 1) the light of “aboye) information: we are; hopeful' fol huVeswour
parficipationinithe program, whichiwill Sbe grare owneriorivses
Yours sincerely,
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orrectness

® The ‘correctness. principle’ is; more than propersgrammar,
punctoation andispelling:

sF Al message. may be perfect: grammatically: mechanicallyabot
still lose ' customer, and fail for achieve a purpose; Thopgh
mistakes are never intentional, they spoillovr image; Errorsin
the'messages fallinthe following categories:

“Mistakes i names, figures, focts; and words.
“wiistakes inpunctoation and capitalization
“Mistakes inthellevel of Language
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orrectness

Mistakesanmnames, figures, focts, and words

*) Any mistakesiin names, figures, facts, efc; can make yourimessagers
unclear, Suchimistakes can also)create problems foriyou. | maginent
you wrife' 2000 whereyouiwere supposed | fo)write: 200!

* Mistakes: in|punctuation’ and capifalization) must be avoided.
' So he careful fo:

o Verify your. statistical  data;

) Douhle-checkiyour fotals.

o  Avoid guessing af laws: that have an' Impact on| you and your
receiver.
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orrectness

Mistakestinfiretlevel ‘of Language
 There are two' fypes of writings: formal and informal I nformal
wrifing; ouristyletis vnconyersational. Intinformal writing} we

use words that are'short, familiar: and|conversational.
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orrectness

s Aformual stylevisychiaracierized by more complexsseniences.

o) Antinformual 'styletis characterized | by Shorf words and senfences
(Thanks alot foriyour:lefter);

*) Contraction & Abhbreviations (I havenit, there's) simple words.
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Gonciseness

s A\ conasenmessage: saves: fime and’ expenses: for-hoth
sender and receiver. Conciseness means, that) yourhave o
convey your-message in the fewest possible words without
sucrificing) the  other, "G qualities. Conciseness; is: a VEry
desirable’ qualify. But conciseness should not; be confused
with brevity, To) achieve conciseness, notice the following
suggestions:

“Eliminate wordy expressions.
“include'only relevant;material.
** Avoid unnecessary repefition.
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Gonciseness

Mr Hassan

In reply) fo) yours of: recent: dafe. I wish' fo) advise your fhof e
Mr: Naeem, ahout; whiom' you  inquired was: ferminated fromphis
employment, af’ Bright's; on' July) 30, due® fo) the' fact thafale
frequently did not appear for.word af the appointed hour;

ol
et

Mr-Hassan

Mr: Naeem's; employment af; Brights; ended on July: 30} becapsetof
excessive' slackness.
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Gonciseness

Eliminate Wordy eXpressions:

o> To) avoid fwordy expressions, use: single  words: whenever, possibler Hereyare, some
examplesiof how word |economy saves the reader’s fime and efforf.

e Wordy: | want to take this opportunity to fell you that we are grateful fo you.
s’ Concise:) Thankiyou:

Includeonly relevant material:

o> Your reader will lose'interestinyour message if he/she finds irrelevant things inyoy
message. Using only well-<chosen words canthelpyou convey relevant facts.

o' Avoid, information|obvious fo'the reader.

s Avoid long introduction; excessive adjectives, pompous works:
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Gonciseness

Avoid luniiecessary repefition:

Avoid repefition’ by using pronouns, shorf names or acronyms, efc;
s> Stick to thie purpose of ‘the message:

o> Writing| concisely means using only necessary, meaningful words:
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Covurfesy

" Courjesyidoes nofimean the use of old=fashionet \expressions
such assyour kind enquiry’, ‘thankiyoul and “pleasetsRather,
it IS, polifeness; that, grows; ouf of! respect: and/ concern for
ofhers. Courfesy is a quality thaf enables o) request ™ forben
refused without Kkilling all hope of foture: business. Courfesy
also) means, replying promptly to  all letters. If; you; feel yopur
correspondentis: comments are unfair, fry foranswer tactiolly
In shorg, the whole letter: shovld have o covrfeous fone; Iih
nofwhat you say; it isihow you sayif.

s’ Thefollowing aresvggestions for producing o’ courfeovsHones
» Be sincerelytactiul; thoughtiul} and appreciative
v LUse expressions, that SNeWIrespect
% Choose nondisGriminaioery EXpressions
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Covurfesy

Be sincerely facitol fand frovghtfol.

) Somefimes: you' have' fo) deall with' vnpleasant, messages: Always
remember. that by using fact and being thoughtful you cantconveyrs
anything; however:unpleasant it may be; fo your, readers.

Useexpressions: that show respect.
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Covurfesy

Choosetnondiscriminatory  expressions

) Courtesy also  requires: use' of nondiscriminafory expressions fhof
refer foTany parficular, gender, race; ethnic. origin, efc.

Instead of these gender- Choose these Bias Free words
specific words.

Businessman Business person or husiess worker!
Chairman Chair, chairperson

Manpower Worker, employee

Newsman Newscaster or reporter or |ournullsu
Salesman Salesperson, representative, ugen.
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Gonsideration

Dedar2Mro Noeem

We have' been' pleased’ fo) sell fine’ furniture Stemss
for: more: than fwo) decades. We supply’ the finest
products fo customers from allfover the country. Wes
are provud toibe the'only dealer inthis areajfor; bof
the'AB& Co and BG & Co; Ovur; record shows afleust
g’ fen) percent; increqase’ in| sales; every: yearasing
Glassic forniture:was founded in| 1965:
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Gonsideration

o Considerationtmeans wrifing every letferawithiyour, reader
i mind I alsos means; acting on the ‘you athifodelssWhen
we putiourselvestinour reader:s place;, we are considerafes
We' can understand’ our: reader's, desires, problems;
circomstances: and emotions. This thovghtfol consideration
is; exactly, ‘you  atfitude’s Three' specific ways: fo’ indicofe
consideration|are:

“Focus on ‘you instead of ‘I and ‘we’.
v Show avdience benefitsiorinferest.
* Emphasize posifive; pleasant facts.
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Gonsideration

Focusionyouinsteadof and we'

) For: wrifing considerafel message, think: how yourireader
will'benefit fromyour messages. For.example:

o {Uor‘We' attitude: weare delighted to inform youtsess
o' ‘You  attifude: yvouwill be pleased o know:......

We' are pleased fo liave you as a new student; af; Busines
College; We' offer, many, advanfages fo) our: studentsipWe
have: the' latest equipment in ovr labs: Wethave thelore
equipmentiinovr:classrooms; and ovr faculty andistars T
among the most dedicated in the! country; " Wesaresw
proud of our 100 percent placement rafe forovrgradon
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Gonsideration

Stiow avdiencebenefifs or inferest.

) Your reuderiis likely to response posifively: whenyov show
them' benefits. Even in| conveying unfavorables messagesto

your reader, you can planitiinia way the readerfindsisome
benefitinit;

Emphasize posifive; pleasant facts.

) Another, way fo) show, ‘you atfifude’ for your. readerNsso
present facts inajposifive; pleasantway. For.examples
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Consideration
DeariMralarnidy

Ilm sorry that we are presently ovt; of: stock of! BlackaHand}
bags and will'be uvnableto fill \youriorder at this fime; |

An' order; has, been| placed: with' the manvfacturer, ingfhe
color.yopiwant; we willreceive shipmentiatterthen daysa

I frust this delay will nof inconvenience you:

Yoursivery sincerely;
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Gonsideration
DearaMralario;

Thank¥you for ordering a blackhand bag:

The color you chose proyved fo be very popular, and we qoickiy
sold alliwe'had lin stocks However, we've placed airushiord erifor
more and are’ promised delivery within fen days. Yours; willjig
shipped the same day ournew supply arrives. :

Itknow you'll bhe delighted ‘'with the oniguel carry-on handbog
Mr: Hassan. If's; not’ only: very: handsome; buf’ incredib)
INEXPENSIVE.

Your.very sincerely,
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Completeness

o' AThusinessimessagerisycompleterwhennificonfansialiacis that e
readerroralistener. needs: for: fhe recction’ you  desiren senders, and
receivers: are infloenced’ by their: background, viewpoint, neets;
experience, affifude; stafus and emofions. Becavse of ‘their differencerns
fhe' receiver. needs fo) be' sure fhaf he has incloded alll releveont
information, Completeness is closely related o clarity:
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Completeness

ProvideTall fnecessaryantormation:

* Your readerrneeds fo. know: how: much; what sizepwhat fypey and

otheridetails. To achieve this, your.message shovld answeratherfive
Ws and one HE:

Answer alliquestions: asked.

® Replying to an inquiry or . request, answer. all questions asked jmd
even anficipate’ the! reader’s; reaction’ by providing other; relevn
information,

Giveisomething exira whendesirable:

o3 Sometimes; asiantintelligentiwriter, youlknowiwhat yourreaderam
need fo know ahout any certain thing: In this case youImust mcI,
anything that is of \yourreader's benefif.
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Completeness

Dear MraNaeem)

WE are'setting upour new course progamme on Monday, Avg2i=We
should|very much like fo'have you as our guest speaker.

Our, members have a'parficulariinterestin hearing a talion “Howo
give betier; presentation;  As a matfer, of fact; we are all inferested
in finding) ovf how' we' could help) ourselves with! our: presentafip
problems. Our progamme calls; for: a) fitty minuies presenfafion
the speaker, but you may fake more or less/fime  as you wish:

I hope you) can accept this invitation: If you can; I shall wrifeswo
againigiving youviall theidetails; time; place’and complefetprogam
plans.

Cordially yours,

Copyright By vuways Regards By Zarva Chaudhary & Chaudhz



Goncreteness

o' Concrefenessimeansitnatarmessagevisispecificodefimfesand vividlf
a messagevlacks: these' qualities; it will be' vaguesand general. To
achievey concreteness, ,denofative’ words, will| he' used instead of
connofative\words. By using concrefe facts and /figures; youlcanimuke i
your: reader: show. exactly” what!is: required| or: desired. Concrefe
messages are more richly fextured! They avoid vagueness.
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Goncreteness

1. Use'speciticfactsiand figures
Always osespecific facts and figures in your.messagesaFor.example:
Vague:, Pleanse send us the following items by the end of ¥hisimonthiie

Clear:: Thefollowing items: should ‘reachius on or-before 21 st
August.
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Goncreteness

Active' verhs aisoymakelsentence specific;personti ant Contise.

15 Specific = The! chief: executive' decidedEmist more; explicif thans A
decision’ has beenmade:’ |

25 Personall “You will note™ is; both' personal and specific; “if will e
noted tiis impersonal’

3. Concise: The' passive requires; more words, and| thus; slows; o'
wrifing and reading: Compare’ “Figures: show  with' “it is shownib
figures.:

4. Emphatic. Passive verbs dull action: Compare) “The stodenfsaheld
confest” with| “a confest, was hield by the sfudents:”

Copyright By vuways Regards By Zarva Chaudhary & Chaudh



Goncreteness

1. Whemnyou want Ja avord iperson, blont accusations orconnents.

2. Whemyouwant fa stress the obfect of ifre action. - Yovrareunvited ™ is
befter, fhian weinvite youl

3% When the doer isn'f imporitantin) fhe senfence; “You were aske o
fake their seafs’.

Use'verbs insiead| of nouns.
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Goncreteness

Action inTthetverh:
This officetcollects; bad debts.

Put action inverh, not njnfinfive;
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Business
Communication
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Recogmzing incorreciawords

15 A conference call willl afford us an opporiunity fo inferroqgatesthe
numerous remuneration. proposals: and consummafe the rumors:

25 ["wantito) take' this opporfunity fo) thank you for arranging folsent
me o computer thatisiexactysidentical Yo the onelin my office: ¥ifs3
letter.is; fo acknowledge receipt, of and| thank you for your. check®n
389939 in the amount of 'Rs: 1000;
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3. Wethaver30ireservationstat thetpresentiwrifing; soyl fam  faking the
liheriyiof isending you anovpdated list.

4% Between youiand [l she has along ways fo1go fobe antestatesagents
Irreqardless of the person which you' select, I am real pleasediwith
fhe candidates. Iidon't have hut iwo pair of 'shoes.

o+ Correct Senfence: Between you and me; shethas o longiway foigo fo e
anestnteagent. Reqardless ofithe person who\you select, Ilamireally plens
withithelcandidate:
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Hil//Dear Ml mron

Thanks?/, for.your.recent letfer: We were happyl/

fo) hear, that) you' are' interest) in| markefing ovr, range: of “chiiidreny
garmenis.

But/ ; before ' we make any firm decision' make vp)ovr; niind}
we would be gratefol if 'you would //give us forfh
information /rabout the organization’ of your, firmpthe
ferrifory if: covers, the' number: of retail outlets and’ your, marke
share;

You would have'foigetus:/.

600,000 before being in a position fo)/

We would want to get'/. aimarketish
CopyrigttlensivdB% in the first fwo yecR@iards By Zarva Chaudhary & Chaudh



Anyway/. Fitiyou feel your firm is alilestoimeet fiiese fargets
it wovldihe nice'/ an appointmentifo
have a|chat about)/ in o bit more defail foriier;

IhwillFhetint English from) 57 = 12 May and | suggest yaget
fogether: then; if this is convenient) /OK¢ |

Please confirm withy my secrefary if this is all right}/.

Illookiforward forhearing fromiyou // hope 1oy0et
lefter, from you soon.

/Al the hest,

Copyright By vuways Regards By Zarva Chaudhary & Chaudh



Intercultoral Communication

Globalizationimeans That for, a  Compuny 101sorvive; it must
establishitmarkets nof only inl if; own| couvntry but alsoyin
money foreign couvntries.
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Intercultoral Communication

A'Conceptof Colfure
Culfuretrefers fo the behavioral characteristic fypical fof aaigrovpas
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Anintercoltoral Commuonicationimodel

Major cultural overlap: 2
countries might speak
same language dress
similarly. Use common
form of address

little cultural overlaps
Country

Country 4

Some cultural overlap
Couniry 4
Core similarities basic human

characteristics common to all of us.
Physical, anatomical traits are
common to humankind regardless of
race or cultural differences, acts of
walkinga, love of family etc.




AmintercolforallCommunication Mot el

Some Cultural & National Variables:
Education
Regulation
Economics
Politics
Social
Norms
Language
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Business
Communication
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AmintercolforallCommunication Mot el

While communicating, the message sender and the receiver
are bhoth affected by external and internal stimuli.
Communicating with business people in a foreign country
you must realize that overall national and individual
cultural differences within the culture further affect these
stimuli. |
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AmintercolforallCommunication Mot el

Some National Variables
Education
Regulation
Economics
Politics
Social Norms
Language
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Education

Many managers in foreign countries are not very well
educated. Most Asian and Chinese managers have had a
less formal education than American and Evropean
managers.

Education levels of Chinese, Asian, and US Mangers:

Less than high school 5.4 2.5
High school graduate 31.8 12.4
Some college 34.5 19.4
Undergraduate degree 27.6 65.4

Posigraduate degree 0.7 25.0




Education

Course US Asian China
Oral Communication 79.5% 71.8% 8.6%
Written Communication 78.0 69.7 8.0

o Attitudes towards education:
a. What is the level of education of middle managers?
b. To what degree is education of women supported in the
country?
¢. Does education constitutes a significant portion of the

national budget?
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LawlandiRegulations

In both the developed and developing nations, various
government regulations affect business communications and
the sale of products. For example, advertising directed at
children is restricted in the United States, Canada, and
Scandinavia. Other countries, such as France, Mexico, and the
Province of Quebec, have a restriction on the use of foreign
languages in advertisements.

In some Muslim countries, fashion magazines are not allowed
and cosmetic makeup is also prohibited.
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LawlandiRegulations

1. Laws and regulations: degree of formality
a. To what extent are the laws of the country codified?
b. Is there uniform enforcement for the laws and regulations
of the country?
¢. Are the laws and regulations of your country accepted and

enforced?

Economics
Availability of capital and transportation and the standard of
living per capita vary from nation to nation. The opportunity to
borrow money, the rate of inflation and the exchange rate
influence bhusiness and a country’s ability to communica
concerning that business.
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Economics: Past history and projections
a. Which economic changes have occurred within the past 5
years that will affect the future?

b. Is the government supportive of the economic changes
occurring?
¢. How welcome are outside investors in your host country?
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The event — such as antigovernment demonstrations, arrests,
assassinations, elections, exile, guerrilla warfare, government
crises, revolutions and riots — are important in determining the
stability of a country.
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Politics:
a. which political changes have occurred within the past five
years?
b. how supportive is the government of outside investors? of
joint ventures? |
¢. what are the protocols, the conventions individvals must
respect in the host country?
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Religion: Homogeneity and diversity of belief structure

a. Are you aware of the major religious heliefs that could affect
your husiness relationships?

b. will the religious holidays affect your rhythm of conducting
business?

¢. what personal behavior is acceptable and nonacceptable?
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Social Norms

In various ways any national environmental constraints such as
education, law and regulations, economics, politics, religion —
affect a nation’s social norms. In many countries a male line of
the family profoundly influences some husiness decisions.
Decisions, buying patterns, pooling of resources, special
interests affect behavior and business communication.

Beyond the immediate family a bond may exist hetween persons,
based on caste, class, age, or even special interests.
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Social Norms: importance of family, influence of past colonial
influences:
a. are you aware of the social hierarchies of the country?
b. Is there a rank order of importance for participants at
meetings?
¢. Who will really make the business decision?
d. Which country’s influence is still evident after previous
colonial control?

Language
An important constraint that undergirds all the precedin
variables is language. Obviously, unless hoth sender a
receiver understand a common language, the opportunities

successful business communication are significantly limited.
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Language: Use of English and other languages used in business
relationships:
a. Is it necessary to have an interpreter at husiness sessions?
b. is English understood at the oral or written level?
¢. Is there a protocol to follow for formal and informal
communication.

Copyright By vuways Regards By Zarva Chaudhary & Chaudhz



Individoal Goltural Variables

He or she exhibits a unique lifestyle of personal habits and
ethnic diversity. Thus, within each culture, on the micro and more
personal level, are differences in verbal and nonverbal cues
expressed through varying concepts of time, individual speech,
food, acceptable dress, managers at home and at work,
decision-making patterns, and other nonverbal variations.

Time
Persons in Latin America and the Middle East treat time more
casuvally then do Americans who prefer promptness. Germans
are time-precise. In Latin America — and in Buddhist cultures
you may wait an hour; just reflecting a different concept of tim
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Individoal Goltural Variables

Even when referring to seasons of a year, countries differ.

It should not take you long to recognize which is the time
conscious culture and which is the one less concerned with
precision in time. Knowing cultural perceptions of time helps
you understand why some responses are slow — hy your
standards.

Perceptions of time
a. Is the concept of time considered linear or circular?
b. What impact will time have upon business decisions?
c. Is time considered valuable or an intangible asset?
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Individoal Coltoral Variables

Perception of space — What is the average acceptable personal
space between natives of the host country?

Copyright By vuways Regards By Zarva Chaudhary & Chaudh



Individoal Coltoral Variables

Acceptable Dress
It is better to ask about the mode of dress for an occasion in
your host country than to risk making an embarrassing mistake.

It most American businesses males ware the business suit
whereas women wear dressed or tailored suits.

Some British friends might still wear the bowler along with a
dark svit and carry an umbrella .

Perception of Dress
a. How much skin may be exposed in both an informal and
in a formal situation?

b. Are certain colors disturbing?

¢ Will western attire be ucc%gied?
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Individoal Coltoral Variables

Manners

Children shake your hand in Germany, hug you in ltaly, and
often stay in the background in Pakistan/India. In fact, the
ritual of the greeting and the farewell is more formal overseas
with children and adults. You avoid gifts of red roses in
Germany or white chrysanthemums in France, Belgium and
Japan.

Be prepared to sit close together in Asia. In Saudi Arabia sons
Defer to their fathers. At the heart of their system is the family.

Perceptions of Manners
a. What is the protocol regarding the introduction of perso
in a business situation?

CopyrighhB\Wivasare the “rules” of gifbayiving?va Chaudhary & Chaudhary



Individoal Coltoral Variables

Decision Making

Patience — above all — is needed in intercultural communication, in
doing business with other countries. Americans are typecast as
moving too quickly in asking for a decision. Give more thought to
inductive communication.

American are accused of being brush; we wish to get to the point —
fast, “Getting down to business” is a trait of the western culture.
The Germans, Singaporeans, Swiss, Dutch, and Scandinavians are
similar, quickly getting to the issue. Chinese ltalians, French, an
British prefer more leisuring social amenities.

In Japan, decision time is held back as group consensus m
toward a decision.
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Individoal Coltoral Variables

Ringi process (stamps of approval by many people on a proposal)

Your understanding of the decision process — add to your success
in dealing with a foreign environment.

Perceptions of decision making
a. Is the pattern for making decisions consistent from one
company to another? |
b. Is placement of the major decision maker consistent in a
meeting sitvations?
¢. Is an inductive or a deductive pattern of decision making
preferred? |
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Verballand Nonverbal Communication

Verbal

We judge people to a great extent by their voice. Some
native languages demand many tonal variations, giving the
impression to a nonnative of loudness, even arrogance.

Nonverbal
A Myriad of nonverbal symbols exist for every culture, even
in subcultures. Knowing the major desirable and
undesirable cues helps knowing both intended and
vnintended communication errors.
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Verballand Nonverbal Communication

Oral Team reports on a Country’s Variables that May affect
Business and communication. Appoint several teams within
the class. Each time is responsible for selecting a single
country and then orally reporting the class some of that
country’s national environmental variables that may affect
business and communication. A possible outline might
include the following points:
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Business
Communication
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Individoal Coltoral Variables

Food

It may be a good idea prior to visiting your host country to visit
various ethnic restaurants in your home country. Then you'll
have an initial idea as to the kinds of foods available: how they
are served, fixed or eaten.

Perceptions of Food
a. Are you aware of the eating habits of your hosts?
b. Are there table conventions you should be aware of?
¢. Are there foods you might find disagreeable?
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Individoal Coltoral Variables

Acceptable Dress
It is better to ask about the mode of dress for an occasion in
your host country than to risk making an embarrassing mistake.

Most American businesses men wear the husiness suit whereas
women wear dressed or tailored suits.

Perception of Dress

a. How much skin may be exposed in both an informal and in a
formal sitvation?
b. Are certain colors disturbing?
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Individoal Coltoral Variables

Manners

Knowing manner is also very important. Children shake your
hand in Germany, hug you in ltaly, and often stay in the
background in Pakistan. In fact, the ritval of the greeting and

the farewell is more formal many countries with children. =

Perceptions of Manners
a. What is the protocol regarding the introduction of persons
in a business situation?

b. What are the “rules” of gift giving?

Copyright By vuways Regards By Zarva Chaudhary & Chaudhary



Individoal Coltoral Variables

Decision Making
American are accused of heing brusk, curt and impolite; they wish to
get to the point — fast, “Getting down to business” is a trait of the
western culture. The Germans, Singaporeans, Swiss, Dutch, and
Scandinavians are similar, quickly getting to the issve.
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Individoal Coltoral Variables

Perceptions of decision making
a) Is the pattern for making decisions consistent from one
company to another company?
b) Is placement of the major decision maker consistent in a
meeting situations?
¢) Is an inductive or a deductive pattern of decision making
preferred? |
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Verballand Nonverbal Communication

A. Accept cultural differences
1. studying your own culture
2. Learn about other cultures through books, articles,
videos, and other resources.
3. encourages employees to discuss their culture’s customs
4. Avoid being judgmental
5. Create a formal forum to teach employees about the
customers of all cultures represented in the firm reader’s
forum.

Copyright By vuways Regards By Zarva Chaudhary & Chaudha .



Verballand Nonverbal Communication

B. improve oral and written communications
1. define the terms people need to know on the job
2. emphasize major points with repetition and recap.
3. Use familiar words whenever possible.
4. Be concise.
5. Don’t cover too much information at one time.
6. Adjust your message to employees’ education level. y
7. Be specific and explicit — using descriptive words, exact
measurements, and examples when possible.
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Verballand Nonverbal Communication

8. Demonstrate and encourage the right way to complete a
task, use a tool, and so on.

9. Reduce language barriers: Train managers in the
language of their employees, train employees in the
language of most customers and of most people in the
company, ask bilingual employees to serve as translators,
print important health and safety instructions in as many
languages as necessary.
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Verballand Nonverbal Communication

C. Access how well you've been understood

1. Research the nonverbal reactions of other cultures; then
be alert to facial expressions and other nonverbal signs
that indicate confusion or embarrassment.

2. probe for comprehension.

3. Encourage employees to ask questions in private and in
writing. :

4. Observe how employees use the information you’ve
provided, and review any misunderstood points.
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HVerPlanning Steps

Before writing a message, the following steps are
necessary for effective communication.

1. Define the purpose of the message.

2. Analyze your audience — readers or listeners.
3. Choose the ideas to include.

4. Collect all the facts to back up these ideas.

5. Organize your message.
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HverPlanning| Steps

1. Define the purpose of the message.
i. General Purpose
* Toinform
* To persuade
* To collahorate
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HverPlanning| Steps

Specific purpose
Is you purpose realistic?
Is this the right time?
Is the right person delivering the message?
Is your purpose acceptable to you organization?
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HverPlanning| Steps

Analyze your audience

As yourself some key question about your audience
1. Who are they?
2. What is their probable reaction to your message.
3. How much do they already know about the subject?
4. what is their relationship to you.

Audience profile
1. Who is your primary audience?
2. How big is your audience?
3. What is your audience’s composition?
4. What is your audience’s level of understanding?

copyrightly YWt is your audience’sprohable reaction? s chaudnan



Business
Communication
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Five:Planning| Steps

3. Choose the ideas to include.
While answering a letter, one can underline the main points
to discuss and get the ideas briefly on a pad. If one is
writing unsolicited or a complex message, one can begin by
listing ideas as they come to mind. Then most important facts
can be changed into message. It is better that the message
written to welcome a customer should have other incentives
or policies what the firm offers. :

* Consider your reader’s viewpoint (be in his place).
* Read company’s document.

* Talk with your colleagues, customers etc.

* Ask your audience for input.
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Five:Planning| Steps

4. Collect all the facts to back up these ideas.
After the main ideas, the writer / speaker should ask himself
what specific facts, updated figures or quotations he needs. The
knowledge of the company’s policies, procedures, and product
details is necessary for an effective communication.

Find out
* be sure the information is accurate.
* be sure the information is ethical.
* be sure the information is pertinent.
* select appropriate channel.
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Busic.Organizational/ Plans

Direct (Deductive) Approach
Indirect (Inductive) Approach
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Busic.Organizational/ Plans

Direct-Request Plan

1. State the request or main idea.
2. Give necessary desirable details for easy reading.
3. Close with a cordial request for specific action.
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Busic.Organizational/ Plans

Dear Sir,
We intend to purchase a new office copier. We would like to
consider a BHP copier and wonder if you have a model that
would suit our needs. :
Our office is small, and a copier would generally be used =
by only three secretaries. We run approximately 3,000
copies a month and prefer a machine that uses regular
paper. We rarely need to run off more than 25 copies at
any one time.

We would also like to know about your warranty an
repair service. We hope to hear from you soon.
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Busic.Organizational/ Plans

Good-News Plan
1. Best news or main idea.

2. Explain necessary and desirable details with any
helpful material.

3. End positively and friendly stating clearly the
desired action and offering any further help. Give
date of action if necessary.

Copyright By vuways Regards By Zarva Chaudhary & Chaudhz



ENG301 PPT Slide

Busic.Organizational Plans g

Dear Mr. Gul,
In a courier service, | am sending you six copies of our
catalog, “Prime Gifts”. | am very pleased that you want to
circulate it.
The catalog explains everything but | do want to say that
for quantities of 20 or more gifts we offer an attractive
discount.
Please let me know if | can be of help in other ways.

Yours cordially,



Busic.Organizational/ Plans

Indirect (Inductive) Approach
If you think that your message might upset your reader or
listener, you use the indirect plan to ease your audience
into the part of your message that shows that you are fair-
minded and eager to do business with him on some other =
terms. This approach consists of four parts:

(1) A buffer,

(2) Explanation of your decision supported by reason

(3) Negative decision tactfully expressed or understood
with helpful suggestion;

(4) A helpful, friendly, and positive close.
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Beginnings & Endings

Dear Mr. Hassan,
You are right to expect high-quality merchandise from The
Avtomatic Door Company; we try to give you the best for
your money and to stand behind our products when they
fail as a result of defects in material and workmanship, as
our warranty states.

We appreciate your sending the door opener to us for
analysis. It appears that the opener has got wet. Excess
moisture over a period of time causes this defect.

Our service manager estimates that cleaning and repairi
your door opener would cost Rs. 250.
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Beginnings & Endings

Since your door opener is several years old, you may want
to consider buying a new one. We have made many
improvements to our door openers since yours was
manufactured, including a sealed circuit board that would
prevent the possibility of damage from moisture. A new
door opener, which costs Rs. 3500.00 postpaid, should give
you even longer service than your old one did.
Please let us know whether you want us to repair or
replace your opener.

Yours sincerely,
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Busic.Organizational/ Plans

As good-news plan is similar to direct-request plan, so is
persuvasive plan to bad-news plan. Persuasion is the attempt to
change a reader’s attitude, beliefs or action in your favour. This
plan is used to influence the readers who may resist otherwise.
One way to organize persuasive messages is the AIDA plan, which
is of four stages:

1. Attention 2. Interest 3. Desire 4. Action
. In the attention stage, you convince the reader that you have
something interesting or useful for him.
. In interest stuge you explain how your message is related t
your reader.

. In the desire stage you provide relevant evidence to pr

your cluim drawing attention to any enclosures.
Copwight By vifjathe action stage you Rioses Hiéitessuge-wifliaeiian



BEgINNIngs; & Endings 43

Dear Friend,

The most comprehensive selection of Quaid-e-Azam’s speeches, public
writings, and private letters ever published!

Quaid-e-Azam was not only the founder of Pakistan but also a great
orator.

Here are all the of Quaid’s speeches, From the early days in his politics
including all his addresses to the students of different institutions. It
includes Quaid’s personal and political correspondence.

Above all, here is Quaid’s absolutely distinctive language, resonant
with dignity, wit and uniquely patriot flavor.

Write today for your copy of the book. You'll be awfully glad.

Sincerely yours,



Beginnings & Endings

The way you begin you message makes it clear whether your
reader will respond favorably or unfavorably to the message.
When you are sure that your message has something favorable
or nevtral for the reader, you must begin your message with
the main idea or good-news in the beginning. The opening must |
be impressive in a way that it captures the attention of the
reader. So always choose appropriate openings that suit the
purpose of your message. The following openings are desirable
in direct-request, good-news and neutral messages.

Main Idea: The goods which you ordered in March have bhe

sent to you by passenger train.

Request: So that your order can be filled promptly, please

us another copy of the requisition. ,
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Beginnings & Endings

Announcement: Now you can take an air — conditioned coach
from Lahore to Islamabad any hour of the day.

Whenever required, employ 5Ws and one H to give clarity to your messages.

Poor: It is impossible to open your account unless you send us
the following information.

With buffer: The moment you send us the following information
your account will be opened.
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Beginnings & Endings
Poor: We never exchange damaged goods.

With buffer: We are happy to exchange the merchandise that is
returned to us in good condition.

In persuasive request (sales letter), hegin the message with an
aftention-getting statement.

A challenge: Don’'t waste another day wondering how you're
going to hecome the success you've always wanted to be!
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Beginnings & Endings
Never open your letter with an incomplete sentence like:

Reference to your letter of March 6 regarding opening of a
current account. '
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Glose Paragraph

An effective ending will motivate the reader to act as requested. If no
direct request is required, leave the reader with some expression of
regard, assurance, appreciation or willingness to help. Always
remember that closings should be strong, clear and polite. They
should leave a sense of closure and goodwill with the receiver.

1. Make your request clear and complete with Five Ws and the H.

2. Include your phone number and extension if you want the reader
fo phone you.

3. Enclose a form (card, order, blank, or questionnaire) and a
addressed reply envelope.

4. Give complete instructions regarding fow and where if you do
include a form and envelope.

5. Stuate your office hours and location if you want the reader to
to you in person. Do you have a free parking lof?
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Glose Paragraph

Make Action

* Vague: | look forward to hearing from you regarding this matter.
Better: So that we can make appropriate arrangements for your
visit, please call me at 541000, before Friday, November 16,
anytime between 9 A.M. and 5 P.M.

2. End on a Positive, Courteous Thought

Negative: I'm sorry we can’t be more encouraging at this time.
Positive: We wish you success in your search for a position.
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Revising your Message

1. Does your message accomplish its purpose?
2. Have you chosen the most effective organizational plan?
3. Are your points supported by adequate material?

4. Is your language complete, concise, considerate, concreie,
clear, courteous and correct?

5. Have you used variety in sentence structure?

Copyright By vuways
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Editing & Proofreading you Messages
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The'Appearance.and Design of
BusinessiMessages
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Standard Paris of the Letier

Most business letters have the following parts:

. Heading

. Date

. Inside address

. Salutation

. Body

. Complimentary close
. Signature

. Reference Section

CO N ON U WO N =
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Standard Paris of the Letier

1. Heading
2. Date
3. Inside Address
Courtesy title
Name
Executive or professional title
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Standard Paris of the Letier

4. Salutation

For Men; For Women;
Most Formal: Sir, Madam,
Formal: My dear sir, My dear Madam,
Less Formal: Dear sir, Dear Madam, #i
My dear Mr. Khan, My dear Mrs. Khun—q
Friendly: My dear Haleem, My dear Mah Noor,
Dear Naeem, Dear Sara,

-
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Standard Paris of the Letier

5. Body
6. Complimentary Close

Salvtation Complimentary Close
Dear sir, Yours sincerely, L
Dear Madam, Yours sincerely, "
Sir, Yours respectfully, 1

/. Signature
8. Reference Section
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OptionaliParts of the Letter

When appropriate, any of these optional parts can be
included:

1. Attention line

2. Subject Line

3. Enclosure(s)

4. Copy Notation

5. File or Account number
6. Postscript
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OptionaliParts of the Letter

1. Attention line

2. Subject Line

3. Enclosure(s)

4. Copy Notation

5. File or Account number and mailing notation

6. Postscript
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Layoutiofia Business Leffer,

1. The / Modified Block form / Block form

2. The Semi-Block form
3. Full-Block form
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Layoutiofia Business Leffer,

1. The Block-form / Modified — Block

2. Full-Block

3. The Semi-Block

4. AMS (Administrative Management Society)
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Ponctoation Styles

1. Close Punctuation
Parts of heading, date, inside address, salutation and
complimentary close are punctuated.

2. Standard Punctuation
No line of heading or inside address is punctuated. After
salutation and complimentary close a comma is placed.

3. Open Punctuation
It requires no punctuation even after the salutation and i
complimentary close.
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Modified BlockeForm (1)

Heading or Letter Public Bank,

Head 30, The Mall,
Lahore.

Date March 7, 2002

4

Inside Address The General Manager,

Allied Traders,
13, Empress Market,

Karachi.

Salutation Dear Mr. Ali,
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Modified BlockeForm (2)

Body

Complimentary Close

Signature Area

Reference Initial
Copyright By vuways

Yours sincerely,

Ali Hassan
Sale Manager

MA /na

Regards By Zarva Chaudhary & Chaudh




FulliBiockeForm (1)

Heading or Letter Public Bank,
Head 30, The Mall,
Lahore.
Date March 7, 2002 ,
Inside Address The General Manager, “

Allied Traders,
13, Empress Market,

Karachi.

Salutation Dear Mr. Alj,
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Ponctoation Styles

1. Close Punctuation
Parts of heading, date, inside address, salutation and
complimentary close are punctuated.

2. Standard Punctuation
No line of heading or inside address is punctuated. After
salutation and complimentary close a comma is placed.

3. Open Punctuation
It requires no punctuation even after the salutation and i
complimentary close.
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Body

Complimentary Close

Signature Area

Reference Initial
Copyright By vuways

kUl BiockeForm (2)

Yours sincerely,

Ali Hassan
Sale Manager

MA /na

Regards By Zarva Chaudhary & Chaudh




semiBlockeForm (1)

Heading or Letter Public Bank,

Head 30, The Mall,
Lahore.

Date March 7, 2002

4

Inside Address The General Manager,

Allied Traders,
13, Empress Market,
Karachi.

Salutation Dear Mr. Alj,
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semiiBiockekorm (2)

Body

Complimentary Close

Signature Area

Reference Initial
Copyright By vuways

P
.

- |
Yours sincerely,*

Ali Hassan
Sale Manager

MA/na

Regards By Zarva Chaudhary & Chaudh



Layoutiofia Business Letfer;

4. AMS (Administrative Management Society)
It has been in use since 1950, AMS is simple style. It uses
full-block form and open punctuation. No salutation or
complimentary close is used. Reader’s name, is used in the
first and last sentences. Subject and writer’s name are typed

in capitals.
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Parisiof thesMemorandum

MEMO TO:
FROM:
DATE:
SUBJECT:
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Parisiof thesMemorandum

INTEROFFICE MEMORADUM
T0: Distribution From:
Dept: Dept:
Floor: Floor & Exi:
Subject: Date:
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Parisiof thesMemorandum

Distribution 2 August 14, 2006

Distribution:
1.
2.
3.
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Parisiof thesMemorandum

Date:
To:

Dept:
Subject:

Message, comment, or reply

Write it * Date it * Sign it

Copyright By vuways

Memorandum (Company name)

Form:

Telephone:

For your

Approval Information Comment

i
° o ‘
Oral message waste time, cause unnoym{‘

Interruptions, and are likely to be
misunderstood or forgotten

Regards By Zarva Chaudhary & Chaudhs



parisiofithesMemorandum (1)

ABC Company Interoffice Communication

To: Plant/department: |
From: Plant/department: .
Subject: Date:

Message

Signed
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parisiofithesMemorandum (1)

Reply:
Date: Signed:
Person receiving communication: retain this copy for your records (1t page white)

Originator: detach this copy, send remaining set, carbon instant, for use for replier
(2 p yellow)

Replier: return this copy to sender
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Challengesitotheiorganization Made
by:New lechnologies
Defining Email

Email refers to messages send over computers and includes
everything from casval notes to friends to multimedia
presentations send access the world.
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Challengesitotheiorganization Made
by:New lechnologies

Several basic components make up email systems, including

. Users

. Messages

. Senders’ and Recipients’ Addresses
. Protocols

. Messaging Transports

. Gateways

. Directory Systems

N O AN
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Challengesitotheiorganization Made
by:New lechnologies

1. Users
Users are often people, but users can also be other computer

application programs.

2. Message
A message is the actval information send by one user

another.

3. Addresses

Copyright By vuways Regards By Zarva Chaudhary & Chaudha



Challengesitotheiorganization Made
by:New lechnologies

4. Protocol
Each email system uses a protocol that describes the structure
of the message. |

5. Message Transport
The software that moves the message from one system to
another in called the transport. .
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Challengesitotheiorganization Made

by:New lechnologies
6. Gateways

If the message sent from one system must get to a user on
another system, it must pass through a gateway to bhe delivered. A

gateway is an application program that translates between two
protocols of different email system. |

7. Valved-added Networks (VANs)
Valved-added Networks (VANs) are public telecommunicatio

companies, such as AT&T or PTCL, that handle email services t
users for a fee.

8. Directory Systems

As a user, you can access directory that contains names, addre
and sometimes other information about each user.
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Challengesitotheiorganization Made

by:New lechnologies
Using email:
With email, you can reach individuals, groups, or other
computers anywhere in the world.

Email can save your time in printing, copying and
distributing your message. You can use email to send ‘an
receive faxes and telexes.

Email is also useful in your personal communications.

Writing conventions
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Understandingphow. Email Works

To send an email message, you do the following:

Log on.

Choose the receivers of your message.
Compose the message.

Instruct the program to send the message.
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EmailiEfiquette

Planning
e Decide on the purpose
e Decide on the content
® Write all the ideas in point form
o Put these ideas into sequence appropriate to
purpose
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Advantagesiand \Disadvantages offeman

Advantages

Email is a faster and more
efficient channel than regular
mail (sometimes referred to as
snail mail). Most messages
reach anywhere in the world
within minvtes of bheing sent.

It can be send to different
receivers at the same time.

Copyright By vuways

Regards By Zarva Chaudhary & Chaudha

Disadvantages

It can be difficult to distinguish
between casval and formal
messages.

The system is inaccessible to
those who are computer
illiterate or not online.

:




Advantagesiand \Disadvantages offeman

Advantages Disadvantages
Email can be stored and sent Its contents may reappear
at off-peak telephone rates later in a variety of printed
forms.
It saves paper It lacks nonverhal
communication cues to add ’
meaning

A message can be written and It can be overused
edited quickly by several
people before it is sent

y
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ElementsiofaaiGood Online WritingStyle

Key element Purpose Strategies
Clarity The eSimple Words
communicate o Conversational Words
clearly

eSmall Sentences

*Small Paragraphs
*Focus on the subject and purpose
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ElementsiofaaiGood Online WritingStyle

Key element Purpose Strategies

Readability To make °Remove ambiguity in your message.
information e yge vivid, definite language.
accessible *Concreteness.
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ElementsiofaaiGood Online WritingStyle

Key element Purpose Strategies

Punciuation To keep the Stuart a sentence with a capital and end
meaning with a full stop.
clear Check that the sentence is not too long.

Separate ideas by using paragraphs.

In general, use more full stops than
commas.
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EHecironic Media

Faxes

A facsimile machine scans a printed page, converts it to «
signal, and transmits the signal over a telephone line to a
receiving fax machine. Although faxes have heen available for
many years bhut recently they were slow and expensive.
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EHecironic Media

Faxes

Today’s fax machines do not require the same kind of
machine at the receiving end, and they can transmit a puge\‘
in less than 1 minute. The newest fax machines use digital
transmission, which makes it possible to use a computer
program as a receiver. These new faxes are also much faster.
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EHecironic Media

Voice Mail

Voice mail records messages on a computer disk for later
retrieval by the receiver.
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EHecironic Media

Voice mail

Voice mail can be used:
* It replace short memos and phone calls that need no
response. vl
* |t is most effective for short, unamhiguous messages
* |t solves time-zone difficulties.
e Reduces a substantial amount of interoffice paperwork
Voice mail is:
e A powerful tool when you need to communicate yo
emotion and tone
* It is especially useful for goodwill and other posi
messages
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Other:GCommunicafion Technologies

Groupware

Groupware allows several people to use software at the same
time to create documents, keep track of projects and manage
deadlines. Groupware enables a supervisor to manage work
flow via individual computers instead of physically moving
people form place to place or having face-to-face meetings.
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Other:GCommunicafion Technologies

CD-ROM database

Compact Disk — Read Only Memory (CD-ROM) has been
available for several years and is hecoming more popular.
It is powerful tool for putting masses of information into it
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EHecironic Media

Teleconferencing

It is a rapidly developing technology that will eventually
change the way companies do business

Teleconferencing is

Copyright By vuways Regards By Zarva Chaudhary & Chaudhary

Best for informational meetings,

Ineffective for negotiation

Efficient alternative to a face-to-face meeting
Discourages the “secondary” conversations
Helps participants focus on a topic but prevents participar
from sharing valuable information.




Electronic Medio
Videotape

Computer Conferencing -

Computer conferencing allows users to meet and collaborate
in real time while viewing and sharing document
electronically. It offers democracy because more attention i
focused on ideas than on who communicates them. Bu
overemphasizing a message (to the neglect of the pers
communicating it) can threaten corporate culture, whi
needs a richer medium.
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EdifingianiOnline Document

Have | consider the receivers:

e Viewpoint?

* Experience?

* Knowledge?

* Need?

* Position in the company?
* (Cultural differences?

e Technology?
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EdifingianiOnline Document

Have | presented:

* A clear purpose statement?

* A logical order of information?

* An appropriate, concise and complete message?
* A clear, readable writing style?

* Positive language?

* Paragraphs focused on the ideas?

* A courteous and confident tone?

® (Carefully edited work etc.
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EdifingianiOnline Document

Have | Met:

¢ The reader’s need to understand the information?
® The document’s purpose
® The writer’s need to convey particular information?
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supplying Detarled Informafion

onrarservice
Gentlemen,

Please repair or replace my calculator watch, Model €863,
and send it to me at the address above.

After six months of use, the musical alarm has quit working.

Enclosed is my watch, a copy of the sales receipt showing ti
date of purchase, and your warranty, which guarantee
material and workmanship for one year.

Yours Sincerely,
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SupplyingiDetailed Information

onarService
Dear Mr. Hafiz,

| am delighted to know that you are interested in our Executive
Book Club and am happy to answer your questions about it.

Between 30 and 40 new bhooks in the field of management are
made available each year to the members of the Executive Book
club. And, as you have mentioned, the topics treated vary widely.
From four to six of these helong to personnel administration; ir
addition, a similar number of general management hooks carr
some aspects of personnel management.

Although we have several specialized hook clubs but there isn't
one in personnel administration. Considering the increa
demand, it is possible that we will one day establish a cl

personnel. Certainly, there is a growing interest in this field
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SupplyingiDetailed Information

oNnrarSeErvice
The Circular enclosed contains complete information about the

Executive Book Club. Please note that the average price of
books distributed by the club, if purchased separately, is about
Rs.300. However, as a member you would pay only about three-
fourth of that amount.

| do hope you will want to hecome a member of the Executive
Book Club, Mr. Hafiz. You can do so by filling out the coupon o
the back of the circular.

Yours truly,
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Organization'PlanDirect Request

: Direct-Request Plan

1. State the request or mainidea.
2. Give necessary desirable details for easy reading.
3. Close with a cordial request for specific action.
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Organization'PlanDirect Request

Good-News Plan

1. Bestnews or mainidea.

2. Explain necessary and desirable details with any helpful material.

3. End positively and friendly stating clearly the desired action and
offering any further help. Give date of action if necessary.
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Writing GoodwilliLetters

The goodwill letter you write will probably be successful when
you can answer yes to the following questions:

Copyright By vuways Regards By Zarva Chaudhary & Chaudhary

. Will the reader feel that you enjoyed writing the letter an

If you were the reader, would you honestly like to receive this
letter? |
A letter does its job only when it makes the reader feel
good.

that you mean everything you wrote? If the reader fee
bored, or indifferent tone, he or she may doubt your sinceri
and interest.



Writing GoodwilliLetters

3. Did you keep the spotlight on the reader?
To make the reader feel important, put your organization
and yourself in the background and convince the reader that
you have written the letter just for him or her.

4. Did you omit specific sales material?
The reader will feel let down if your personal good wish
are only a prelude to a sales pitch.
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IndirectiorAdnductiverOrganizational \PIan

Bad-News Plan

1. Buffer (using positive, pleasant rather than negative statement.
2. Explanation (reader’s benefit, reasons supporting the negative decision).
3. Decision (expressed or implied in clear but tactful manner).
4. Helpful, friendly and positive, stressing on goodwill.

Copyright By vuways Regards By Zarva Chaudhary & Chaudhs



IndirectiorAdnductiverOrganizational \PIan

Persuasive request plan

1. Attention
2. Interest
3. Desire
4. Action
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IndirechiorindochvelOrganizational fPIan

Agreement
Find a point on which you and the reader share similar views.
For example;
We both know how hard it is to make a profit in this indvstry.

Appreciation
Express sincere thanks for receiving something. For example;
Your check for Rs.25000/- arrived yesterday. Thank you. |

Cooperation
Convey your willingness to help in any way you realistica
can. For example;

Employee Service is here fo smooth the way for all of you

work fo achieve company goals.
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IndirechiorindochvelOrganizational fPIan

Fairness
Assure the reader that you've closely examined and carefully
considered the problem, or mention an appropriate action that
has already been taken. For example; _

For the past week, we have carefully monifored those vusing the |
photocopying machine to see whether we can detect any palfern
of use that might explain its frequent breakdowns.

Good News
Start with the part of your message that is favourable. F
example;
A replacement knob for your range is on ifs way, shi,
Februvary 10 via ICS.
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IndirechiorindochvelOrganizational fPIan

Understanding
Demonstrate that you understand the reader’s goals and needs.
For example;

So that yov can more easily find the printer with the features
you need, we are enclosing a brochure that describes all Ilte
Panasonic printers currently available.
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IndirechiorindochvelOrganizational fPIan

Here are some other things to avoid the following thing when writing
a buffer:

* Avoid saying no.

* Avoid using a know-it-all fone.

* Avoid wordy and irrelevant phrases and sentences.
* Avoid apologizing.

o Avoid writing a buffer that is foo long.
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Worksheet

1. To confirm a reservation.
Reaction: Approach:

2. To refuse a request for credit.
Reaction: Approach:

3. To send a brochure that a client requested.
Reaction: Approach:
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Worksheet

4. To ask for an opportunity to demonstrate your new energy-
saving device.
Reaction: Approach:

5. To decline a speaking invitation.
Reaction: Approach:

6. To thank a customer for placing a large order.
Reaction: Approach:
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Worksheet

7. To reject a job applicant.
Reaction: Approach:

8. To ask for more information about a product advertised on TV.
Reaction: Approach:

9. To compromise on an adjustment.
Reaction: Approach:

10. To collect an overdue account.
Reaction: Approach:

11. To congratulate a former classmate on a promotion.
Reaction: Approach:
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Guyldalings

1. Use common courtesy in your request — ask rather than
demand.

2. Include all the information the recipients will need in order
to give your maximum help, but don’t waste the readers’
time with irrelevant details.
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DirectiRequests

Dear Sir
Send me the latest catalogue of your office supplies

Yours sincerely
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DirectiRequests
Dear Sir,

In consulting our files of catalogues of office equipment
and supplies and checking them off against various
manvufacturers and distributors, | discovered that | do not
have your latest catalogs and price lists and other
information concerning your products. (I have some
materials, of course, hut they are out of date.

| have just been promoted to the position of office service
manager of Bright Associates, and | think one of the fir
things | must do is build a good reference source for
and my staff to use in selecting appropriate equip

materials,
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DirectiRequests

and supplies. For this reason | would like to request that
you send me your latest catalogs and price lists and other
product information you may have in your possession at
your earliest convenience. In addition, | would be most

!

grateful if you would put my name on your mailing list so
that | will receive all new materials.

Thanking you for your cooperation, | remain,

Yours sincerely,
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DirectiRequests
Analysis

1. Certainly, B satisfies the first guideline: it is courteous. If you
were the recipient, you would quickly be able to sense the writer’s
sincerity and gratitude. —

2. On the other hand, the writer has completely ignored the second
guideline — conciseness. There is no reason for writers to tell their
life’s story in a simple request letter.

3. This letter is full of deadwood and hackneyed expressions: “Fo
this reason | would like to request” (say “Please”); “l would b
most grateful if you would put” (say “lI would appreciate y

putting”); “Thanking you for your cooperation, | remain” (
“Thank you™).
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DirectiRequests
Dear Sir,

May | have your latest catalogues and price lists and other
information about your office supplies and equipment. |
would also like to be placed on your regular mailing list so
that | will receive all new sales and promotional literature.

Thank you

Yours sincerely,
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Guidelimes and Alternate Phrases

State the purpose of the appointment you're requesting up front. If
you need to “sell” the meeting idea to the other person, be sure to
state the purpose in terms of benefits to the other person.

May we talk? | have a couple of ideas that could save us some
money—ideas about how you can ....

A colleague of mine and yours, Ahmed Hassan, mentioned you and |
should get together to discuss our mutual interest in distributing
our products in Multan. | have some information you may fin
useful, and I'm sure you, too, can share some insights with
about appropriate markets.
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Guidelimes and Alternate Phrases

Suggest a meeting place, date, and time, but show concern
for the reader's own schedule by asking for him or her to
confirm or to suggest an alternate time, if possible.

* | can be at your office at 11:00 Monday morning if that’s
convenient for you. If not, call me with another suggestion.

o |f this date is not acceptable, let me know when you're free,
and I'll arrange my schedule accordingly.
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GuidelmesiandiAlternate Phrases
Give all the details for the reader to confirm the appointment.
e Would you mind phoning my secretary to confirm?

e |f | don’t hear from you otherwise, I'll see you in your office on
May 15 at 4:00.
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Guidelimes and Alternate Phrases

Include any preparation that either of you needs to make for the
meeting.

e |'ve enclosed an agenda. I'd like your comments particularly on
the dry clearing project.

® Please bring the annual report with you to the meeting.

* I'm looking forward to your comments about the contract clause in
dispute. '

e Could you bhe ready to present your opinion about the new labour
policy?
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DirectiRequests
Dear Ahmed,

As we discussed in Islamabad several weeks ago, | would like to
stop by your office when I'm in Karachi in June to discuss our
magazine’s project. I'll be available all day May é6 and the
morning of May 7. Would you let me know where and when
would be convenient for you? I'll be confirming travelin
arrangements on Tuesday, so I'd appreciate a call before the

See you in Karachi,
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DirectiRequests

Dear Naeem,

Could we get together for lunch about 12:30 August 21 at the
Pearl across the street from your office? 1 now have available
the latest figures on the project cost and need your comments
about them.

Please call my office to confirm whether you will be able to mak
lunch that day. If not, would you please give me an alternativ
date?

Regards,
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DirectiRequests

Dear Mr. Ali,

| would like to demonstrate our new XEL Fax machine to
you in your office on Monday, March 21, at 3 p.m.

You will be able to judge the accurate performance of this
new model as described on the enclosed brochure.

I'll call you next week to make sure this date.

Yours faithfully,
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DirectiRequests

Gentlemen,
Please reserve a room with one double bed for one adult
for six nights — Sunday, March 21, Through Friday, April
29.

| would appreciate receiving written confirmation befor
March 9.

Sincerely yours,
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DirectiRequests
In request for reservations include the following details:

e Number of adult and number of children.

e Number of rooms.

* Number and size of beds per room.

e Duration of stay.

® Arrival and departure times, days and dates.
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Business
Communication
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PersuasiverRequests

1. Begin with something that will Interest the Reader.
o Altruistic Appeal.
e Reader-henefit appeal.
* [Individual benefit.
2. Follow through with the Reason for the Request.
* Emphasize an advantage to someone other than the
writer.
e Compliment the Reader.
3. State the Request in Definite and Specific Terms.
4. Stimulate action with closing remarks.
5. Reflect an optimistic Outlook.




Persuasive, Requests

Dear Residents
The Welfare Society of G Block is conducting a survey of our
members in an attempt to obtain information which will help in
improving the quality of our services and thereby henefiting
our worthy members. The information received from you will
help us in identifying the problem areas.

In addition, our project Review Committee can benefit fro
information regarding strength and weaknesses of ou
programs as well as suggestions for improving them.

Other members and | eagerly await your reply. Please ret
the survey in the enclosed enveloped by September 20.

Yours Sincerely, |
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Replies fo lnquiries

1. Give the Exact Information Requested.
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Replies fo lnquiries

Dear Mr. Ali,
We are happy to receive your registration form and deposit for the
21st Century Marketing Conference to be held April 3-7 in Lahore.
The Lahore Hilton has set aside a block of rooms at a special
discounted rate for conference attendees. The rate is Rs. 1000 for a
single, Rs. 1500 for a double. To make reservations, call 00 — 11 -
22 before February 1.

Pakistan International Airlines is offering conference attendees up o
40 percent off the regular fares. To make flight reservations, cal
800-684-4000, and refer to identification number J0969.

When you arrive at the conference, be sure to register before noon
Monday, April 3, so that you can attend the 1:00 p.m. sp
roundtable discussion by market analysts.

_ Yours fruly,
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Replies fo lnquiries

2. Express Appreciation for the Inquiry.
Tell the customer, either directly or by implication, that you
are glad he or she has written to you ahout one of your
organization’s products or services. Write in the spirit of
service and goodwill. The tone of your reply should express
your appreciation.

3. Sell Your Organization or Product.
4.End with a Positive Closing
If appropriate, offer to give further assistance, and end with
goodwill closing.
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Replies fo lnquiries

Dear Mr Hassan,

Thank you very much for your letter of May 21 in which you
request us to send you the latest Catalogue and pricelist of
our office supplies and equipment. | send them this morning,
by First Courier Service.

The Catalogue gives complete details of our products | an
sure you would find them as vusual suitable to you
requirements.

| am looking forward to hearing from you soon.

Yours sincerely,

Copyright By vuways Regards By Zarva Chaudhary & Chaudhary



RepliesitorPersuasive; Requests

1. Start with a Cheerful “Yes”
Open your letter with the good news that will make your
reader happy:

“I'll be at the seminar to help in any way | can. The
solution fo the problem of tax increases is important fo
me too, and I'm glad youv planned the seminar’.
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RepliesitorPersuasive; Requests

2. Confirm Details of the Request and Acceptance
The confirmation can be included with the “Yes” in the first
paragraph, as in this opening sentence:
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OfferitorDoyMoreiThan Requested

The “something extra” may be an offer to do more than
requested.

Since | will be in Islamabad that week on other business. I shall.
be happy fo speak to the convention on Monday, May 1, o
Tvesday, May 2, at no expense o your organization.
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Model Letters

Gentlemen,
A few days ago | visited the office of a large corporation in
Karachi, and was much impressed with the layouts of their
various departments in which modular furniture is displayed.
During my visit, | inquired about manufactures of such
equipment and was told that you have an entire building in
which various modular furniture's and equipment are displaye

| would like very much to visit your Exhibit Building. | ca
come any time that is convenient for you. If | do not hear fro
you to the contrary, | will plan to visit you on Thursday, Ma

Cordially yours,
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Model Letters

Dear Mr. Abid,
| am delighted to know that you are planning to visit us on
Tuesday, March 8. The Exhibit Building is open from 8:00 a.m.
to 5:00 p.m., so you can come anytime.
| thank you for your interest.

Sincerely yours,
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Refusalforinquiries,/ Requests

1. Start With a Friendly Buffer Paragraph.

2. Tell the Reader Why You Cannot Say Yes.

3. Avoid a Negative Refusal.

4. Give Encouragement and, When You Can, Give Help.
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Refusalforinquiries,/ Requests

Dear Sir,
We are very sorry that your portrait has been damaged. This
rarely happensto Malik photos.
| regret to advise that we cannot hold negatives for a long
period of time, because we lack sufficient storage space;
therefore, we will not be able to reprint your portrait. | am,
however, processing a refund in the amount of Rs. 500/-, whic
you should receive within the next six weeks.

Please accept our apologies for this problem, as we greatl
value your patronage.

With kindest personal regards.
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Refusalforinquiries,/ Requests

Dear Mr. Babar,
We were happy to hear that your family was so pleased with
your portraits. And we are sorry that one was damaged.
Because our storage space is limited; however, all negatives are
destroyed ten days after an order has bheen filled.

A refund in the amount of Rs. 500/- is being processed an
you will receive it soon. :

Please do let us know if there is anything else we can do f
you.

Sincerely,
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Model Letters

Gentlemen,
Please send me two copies of your free catalogue, “Prime
gifts” which was advertised in the March issue of Ad Vision
International. | plan to keep a copy and send the other to my
friend.

Thank you!
Yours very truly,
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UsetheiGood=News Plan for.Recommendations
When facts are mainly favorable or neutral, follow these guidelines:

1. Main Idea
2. Explanation
3. Ending
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Writing Thank<You' Letters
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Writing|Letters of Congratulation
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Business
Communication
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Placing Orders

. Tell Where, When, & How you Want the Merchandise Shipped.
Give the shipping address, or say that you want the
merchandise sent to the address above (your return address) or
below (if your address is typed helow your typed signature).

. Tell How You Will Pay for the Order.

. Tell How You Will Pay for the Order.
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Placing Orders

Merchandise is shipped FOB destination or FOB shipping point.
The initials FOB stand for “free on hoard.” If merchandise is
shipped FOB shipping point, the buyer pays shipping charges
over and above the cost of the merchandise.
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Organization Plan for Orders

A. Direct Statement of the Request:
e Use wording that indicates an order rather than a request:
“Please send me” or “please ship” instead of “l want”
or “l need,” which are neither polite nor legally

appropriate for a business order.

e Open with a general description of your order that
encompasses all the details.
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Organization Plan for Orders

B. Justification, Explanation, and Details:
* For complex orders, provide a general explanation of
how the requested materials will be used.

* Provide all specifications: quantity, price (including
discounts), size, catalog number, product description,
shipping instructions (date and place), arrangements for
payment (method, time, deposits), and cost totals.

e Use a format that presents information clearly and make
it easy to total amounts.

* Double-check the completeness of your order and the ¢
totals.
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Organization Plan for Orders

C. Courteous Close with Request for Specific Action:
* Include a clear summary of the desired action.

e Whenever possible, suggest a future reader henefit of
complying with the order.

e (Close on a cordial note.

e (learly state any time limits that apply to your order, an
explain why they are important.
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Organization Plan for Orders

Dear Sir,
Thank you for your letter of March 23 along with the catalog
for computer hardware. Please send us the following goods by
TCS Land Cargo Service. ]
i. Hard Disk (60 GB) 6 Nos
ii. Ram (256 MB) 6 Nos
The consignment may please be packed in strong cases. Thi
booking receipt may be sent with other document through ou
bank from which you will receive the payment . Please ma
sure to send the consignment before April 3.

Yours truly,
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Acknowledging an Order

While answering use the following plan.

i. Thank/appreciate the customer.
ii. Restate the order to illuminate any likely
misunderstanding. |
iii.Tell the customer that his order is bheing processed and
should reach him within the given time frame.
iv. Express your pleasure in serving him.
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Acknowledging an Order

1. A Customer’s First Order
Dear Mr. Naveed,

We are pleased to have received your order of September 15 and
would like to welcome you as our new customer.

Your order (No. 62997) for one dozen spark plugs is being
processed and will be ready for shipment on September 21, it will be
delivered to your workshop by our own van, and payment will be
c.o.d. (our policy for all orders under Rs. 1000/-).

We are assure you will appreciate this item of our auto line. Mr
Gul, our sales representative, will call on you soon with a catalo
and samples.

Cordially,
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Acknowledging an Order

Dear Mr. Ali,

Thank you for your order of October 22 for 6 shirts. We are
eager to deliver order 129 to your store as soon as possible.

But first, please let us know which collar size you'd like.
These are made in different sizes: small, medium and large. If
you note your preference on the hottom of this letter and mail
it back to us today, we can have your order ready by th
beginning of next week. We're sure you'd like to receive you
purchase without further delay.

Sincerely Yours,
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Refusing.an Order

1. Start with a “Buffer”
Thank the customer for the order, and repeat the details.

2. Give an Explanation
In a positive way, tell why you cannot complete the order and
stress what you can do, along with the advantages to the
reader.
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Refusing.an Order

Y. \A [
Many times your explanation will imply the “No” that is
coming. Be sure the refusal is clear.

4. End With a “Buffer”
Resell your organization and your products.
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Refusing.an Order

Gentlemen,

Many thanks for your order of April 12 for Seabreeze
window air conditioner. You can be sure that your decision to
buy a Seabreeze was a decision to buy the best in the market.

Your order cannot he filled as the line has been
discontinued. However, we offer you, latest range of split air
conditioner. This latest model has several improvements and
new features. We now stock the new split air conditioners
This model has these improved features.

remote controlled
heavy — duty compressor
noiseless

available in 3 sizes
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Delayed Shipment

For all these advantages the split air-condition is inexpensive.
To give your approval for shipment, just call me at
000.000.111 any weekday between 9 and 5. I'll have it on its
way to you the same day.

| look forward to hearing from you soon.

Your sincerely,
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Placing Orders

Dear Sir,

Please send me the plastic terrace chair which is so
advertised for Rs. 5,000. We have recently constructed a new
house with a beautiful terrace and terrace chair would be a
wonderful addition to its settings.
My cheque is enclosed.

Sincerely yours,
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