Video Guide

Your instructor may elect to show you one or more of the
videos described on the following pages. These programs
supplement course concepts with real-life examples of busi-
nesspeople meeting important communication challenges.
This video guide includes several review and analysis ques-
tions as well as exercises for each video. Be sure to review the
appropriate page ahead of time so that you'll know what to
look for when you watch the video.

ETHICAL COMMUNICATION

Learning Objectives

After viewing this video, you will be able to

1. Describe a process for deciding what is ethical or unethical

2. Explain the importance of meeting your personal and
professional responsibilities in an ethical manner

3. Discuss the possible consequences of ethical and uneth-
ical choices and talk about the impact of these choices on
direct and related audiences

Background Information

Communication is ethical when it includes all relevant infor-
mation, when it’s true in every sense, and when it isn’t deceptive
in any way. In contrast, communication is unethical when it in-
cludes false information, fails to include important informa-
tion, or otherwise misleads an audience. To avoid unethical
choices in your communication efforts, you must consider not
only legal issues but also the needs of your audience and the ex-
pectations of society and your employer. In turn, companies
that demonstrate high standards of ethics maintain credibility
with employees, customers, and other stakeholders.

The Video

This video identifies two important tools in a communica-
tor’s toolbox: honesty and objectivity. These tools help busi-
nesspeople resolve ethical dilemmas and avoid ethical lapses,
both within the company and during interactions with out-
side audiences. Poor ethical choices can damage a company’s
credibility and put employees, customers, and the surround-
ing community at risk. Unfortunately, some ethical choices
are neither clear nor simple, and you may face situations in
which the needs of one group or individual must be weighed
against the needs of another.

Discussion Questions

1. Would you ever consider compromising your ethics for
self-gain? If so, under what circumstances? If not, why?

2. The video mentions the role of misrepresentations in
the collapse of Enron. If you were the head of commu-
nications at Enron and had some knowledge of the
true nature of the company’s financial condition, what
would you have done?

3. Identify risks involved when you choose to act in an un-
ethical manner.

4. How can you be an effective business communicator
without credibility?

5. Is it ethical to call in sick to work, even though you are
not ill? What happens to your credibility if someone
finds out you were not sick?

Follow-Up Assignment

Many businesses, from small companies to large corpora-
tions, formulate codes of ethics that outline ethical standards
for employees. Review IBM’s guidelines, which are posted on
its website at www.ibm.com/investor/corpgovernance/cgbcg.
phtml. Now answer the following questions:

1. What does IBM want employees to do if they are aware
of unethical situations within the organization?

2. How does IBM view misleading statements or innuen-
dos about competitors?

3. What advice does IBM give employees on the subject of
receiving gifts from people outside the company?

For Further Research

Advertising communications, particularly advertising aimed at
children, can present a variety of ethical concerns. Retrieve the
report “Childhood for Sale” at www.ppionline.org/documents/
MARKETING_0804.pdf, which lists the many ways advertisers
try to deliver their messages to children. Which of these mar-
keting techniques are unethical in your opinion? Do you
agree with the report writer’s recommendations for shiedling
children from pervasive advertising? Why or why not?

LEARNING TO LISTEN:
SECOND CITY COMMUNICATIONS

Learning Objectives

After viewing this video, you will be able to

1. Understand the functions of interpersonal communica-
tion in the workplace

2. Identify the ways to overcome barriers to effective com-
munication

3. Discuss the importance of active listening both socially
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Background Information

Chicago’s Second City Improv is more than the world’s best-
known comedy theater. Second City now brings its famous
brand of humor to corporate giants such as Coca-Cola, Mo-
torola, and Microsoft. With over 40 years of experience in
corporate services, Second City’s teachers help business pro-
fessionals develop communication skills through lessons in
improvisational theater. Business Communications Training
is Second City’s fastest-growing practice, fueled by the de-
mands of more than two hundred Fortune 500 companies.
Workshops are tailored to client’s needs in such areas as lis-
tening and giving presentations, collaborative leadership and
team skills, interviewing, breaking down barriers to success-
ful communication, and using humor to convey important
messages. The next time you watch improvisational sketch
comedy, ask yourself how a lesson in the art of “improv”
might give your career a boost.

The Video

In these two video segments, you'll see Second City’s training
techniques in action. The first segment addresses the need to
listen actively, and the second explores techniques for en-
couraging innovation. The second clip is less focused on
communication, but you can see how the techniques for
stimulating innovation work equally well for fostering mean-
ingful, two-way conversation that encourages people to open
up rather than shut down.

Discussion Questions

1. How do the exercises featured in this video address the
contrasting needs of the trial lawyer, the divorce lawyer,
and the media buyer?

2. Would ABC’s talkative guest Kay Jarman, the 47-year-old
award-winning salesperson, be a good candidate for Sec-
ond City’s training workshop?

3. What other workshops might Tom Yorton want to offer
companies in response to the current economic and po-
litical climate?

4. How might the “yes and” rule of improvisation be used
to train customer service representatives at an L.L.-Bean
or a Dell computer call center? Without physical cues,
such as facial expression and body language, is the “yes
and” rule still effective?

5. As President and Managing Director of Second City
Communications, Tom Yorton says the following: “You
have to be willing to fail to be able to get the results you
want...to connect with an audience.” Do you agree that
this statement is as true in business as it is in comedy?
Support your chosen position.

Follow-Up Assignment

Enjoy Second City Communication’s website at www.
secondcity.com. If you are a loyal fan, you might want to
check out the book titles offered and read more about the
group’s history. Now explore Second City’s Corporate Ser-

vices: Scan the client roster, read the testimonials, and then
select a case study that you find compelling. If you are cur-
rently employed, which workshop would be most beneficial
to you and to your work team? Explain your choice. If you are
not currently employed, how might you and your fellow
business students benefit from a Second City workshop?
Which workshop would you most like to participate in? Ex-
plain how you think it might help you in terms of your social
life, your career planning, and your interviewing skills.

For Further Research

The importance of active listening is at the core of consultative
selling, an approach that emphasizes posing questions to the
potential buyer in order to identify needs and expectations—
rather than rattling off a prepared sales speech. PublicSpeaking-
Skills.com (www.publicspeakingskills.com) is one of many
companies that offer training in consultative selling. Review the
description of the company’s Consultative Selling and Negoti-
ating Skills course. Do the principles espoused match the con-
cept of the “you” attitude and the elements of ethical
communication that you've learned so far?

COMMUNICATING IN
THE GLOBAL WORKPLACE

Learning Objectives

After viewing this video, you will be able to

1. Discuss the challenges of communicating in the global
workplace

2. Identify barriers to effective communication across
borders

3. Explain the critical role of time in global communication
efforts

Background Information

Many businesses are crossing national boundaries to engage
in international business. However, operating in a global en-
vironment presents a variety of challenges related to culture
and communication. Understanding and respecting these
challenges can mean the difference between success and fail-
ure, so executives must make sure that employees are edu-
cated on cultural issues before attempting to do business in
other countries.

The Video

This video identifies the challenges to effective communication
in the global marketplace, including the barriers posed by lan-
guage, culture, time, and technology. You will see that a signifi-
cant amount of research needs to be conducted before a
company can engage in successful global business ventures. For
instance, if communicators are unaware of differences in ges-
tures, expressions, and dialect, they can inadvertently offend or
confuse their audiences. In addition, time zone differences re-



quire organizations to plan carefully in advance so that they can
develop, translate, and deliver information in a timely manner.

Discussion Questions

1. Language can be a barrier to effective communication.
What steps can a company take to minimize language
barriers across borders?

2. What characteristics of a country’s culture need to be re-
searched to ensure business success across borders?

3. How does a company ensure that a message is properly
translated into the local language and dialect of the peo-
ple it conducts business with?

4. What challenges does a company face when trying to
hold a conference call or video meeting with affiliates
and employees around the world?

5. The video mentions that some companies have trusted
contacts in a country they want to do business with,
while other companies rely on a significant amount of
research to learn more about culture and other local
characteristics. What method do you feel is most effec-
tive for gathering useful, accurate, and up-to-date infor-
mation regarding cultural issues?

Follow-Up Assignment

The Coca-Cola Company has local operations in more than
200 countries throughout the world. Visit www.coca-cola.com
to learn more about the company’s business activities in a va-
riety of countries. What steps does Coke take to communicate
through its website with customers around the world? Does
the company strive to develop products that meet local tastes
and needs? If so, how and why?

For Further Research

Choose a country other than the United States, and research
your selection using both online and library resources to
identify important cultural characteristics specific to that
country. For example, you may want to gather information
about gestures and other nonverbal communication that
would be considered offensive, about work habits, or about
laws related to conducting business in that country. The char-
acteristics you identify should be useful and accurate.

Based on what you've learned about this country and
your personal beliefs, values, and life experiences, is there any
risk that you might have a prejudiced or ethnocentric view-
point regarding people from this country? Why or why not?

IMPACT OF CULTURE ON BUSINESS:
SPOTLIGHT ON LATIN AMERICA

Learning Objectives

After viewing this video, you will be able to

1. List key aspects of Latin American culture and indicate
the influences on their development
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2. Identify factors that might lead to cultural change in
Latin America

3. Explain some of the major cultural contrasts within
Latin America and their impact on international busi-
ness operations

Background Information

To a large degree, culture defines the way all human beings in-
terpret and respond to life’s changing circumstances. When
you interact with people from your own culture, your shared
experiences and expectations usually enhance the communi-
cation process by providing a common language and frame of
reference. However, when you communicate across cultural
boundaries, a lack of awareness of your audience’s culture—
and the subconscious ways that your own culture shapes your
perceptions—can result in partial or even total failure of the
communication process. Moreover, culture is rarely static, so
impressions you may have gathered at one point in your life
may need to be revisited and revised over time.

The Video

This video takes a broad look at Latin America’s various
countries and cultures and explores the business implica-
tions of cultural similarities and differences. You’ll learn how
cultural groups that may appear identical on the surface can in
fact have subtle but profound differences. Although commu-
nication is just one of many topics discussed in the video, you
will get a sense of just how important—and challenging—
communication can be when conducting business across cul-
tural boundaries.

Discussion Questions

1. Explain what the video means when it says that your own
culture can “sneak up on you.”

2. How is business influencing the economic gulf between
urban and rural populations in Latin America?

3. How have imperial conquests and slavery affected the
populations and cultures of Latin America?

4. How do many outsiders view the issue of business and
government corruption in Latin America?

5. Is business etiquette in most of Latin America consid-
ered relatively formal or relatively informal?

Follow-Up Assignment

The World Bank plays an important role in today’s fast-
changing, closely meshed global economy. Visit the bank’s
website at www.worldbank.org and explore the initiatives
programs under way in the Latin American region. How is
the bank using this website to foster better communication
between Latin America and the rest of the world?

For Further Research

In today’s global marketplace, knowing as much as possible
about your international customers’ business practices and
customs could give you a strategic advantage. To help you
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successfully conduct business around the globe, navigate the re-
sources at the U.S. Government Export Portal. Start at
www.export.gov, then click on “Find Country Information”
and follow the links to learn more about any country.

How can resources such as this website help U.S. busi-
nesses communicate more successfully with customers, em-
ployees, and other groups in Latin America?

TECHNOLOGY AND THE TOOLS
OF COMMUNICATION

Learning Objectives

After viewing this video, you will be able to

1. Identify technology-related issues to consider when de-
veloping communication strategies

2. Identify advantages of using technology as a tool for ef-
fective communication

3. Differentiate between “push” and “pull” communication

Background Information

From instant messaging to online meetings, technology has
become an integral element of business communication.
When used with care, technological tools can help you reach
more people in less time with more effective messages. How-
ever, when technology is misused or misunderstood, it can
cause more problems than it solves. Knowing which tech-
nologies to use in every situation—and knowing how to use
each one—are vital to your success.

The Video

This video discusses how the Internet, e-mail, voicemail, and
other devices have revolutionized the way people communi-
cate. These technological tools increase the speed, frequency,
and range of business communication. The video also dis-
cusses factors to consider when choosing the most appropri-
ate vehicle for your communication, including the
all-important challenge of getting and keeping your audi-
ence’s attention. The advantages of using technological com-
munication tools are presented throughout the video.

Discussion Questions

1. Identify six questions you need to consider when choos-
ing a technology vehicle for your messages.

2. List the advantages of communicating via e-mail within
an organization.

3. What role does technology play in ensuring effective
communication within an organization?

4. What are some of the more common challenges that
business communicators can encounter when they use
technology for communication purposes?

5. Identify the difference between “push” and “pull” com-
munications, and provide an example of each method.

Follow-Up Assignment

VolResource (at www.volresource.org.uk/samples/olcomms.
htm) provides practical and informative resources for volun-
teer organizations that are trying to develop online commu-
nication strategies. The VolResource website further details
questions that need to be addressed in the process of devel-
oping an effective communication strategy for any organiza-
tion. What issues do you think are the most important to
consider? Why?

For Further Exploration

Visit the Yellow Freight website at www.yellowfreight.com and
explore the various e-commerce tools this company utilizes to
communicate effectively with its customers. Examine these
tools and consider their effectiveness. What are some of the ad-
vantages of these online communication tools? How do they
benefit the client? How do they benefit Yellow Freight?

EFFECTIVE ORAL PRESENTATIONS

Learning Objectives

After viewing this video, you will be able to

1. Reiterate the importance of knowing your audience be-
fore creating and delivering oral presentations

2. Discuss the role of teamwork in preparing and delivering
complex presentations

3. Explain the importance of anticipating objections likely
to be raised during a presentation

Background Information

Oral presentations are a vital communication medium in
most companies. In particular, important decisions often in-
volve one or more presentations, either in person or online,
in which people advocating a specific choice present their
case to the people responsible for making the decision. Such
presentations usually combine informational and analytical
reporting, along with the persuasive aspects of a proposal.
Beyond the mere delivery of information, however, presenta-
tions also involve an element of performance. Audiences
search for both verbal and nonverbal clues to help them as-
sess presenters’ knowledge, confidence, and credibility.

The Video

This video follows three colleagues as they create and deliver
a presentation that seeks to convince the audience to approve
the purchase of a particular software system that will be used
to manage the company’s sales force. The presenters explain
the importance of understanding the expectations of their
audience, from the types of visuals they prefer to the objec-
tions they are likely to raise. The team also explains how they
took advantage of each member’s individual strengths to cre-
ate a more effective presentation.



Discussion Questions

1. How did the presenters demonstrate their knowledge of

the audience?

Why did one presenter use a $100 bill as a prop?

What are the risks of using props such as the $100 bill?

4. How did the presenters prepare for objections raised by
the audience?

5. How would the team need to modify its presentation for an
online webcast instead of an in-person oral presentation?

Rl

Follow-Up Assignment

Podcasts (audio only) and vidcasts (podcasts with video) are
quickly catching on as a medium for business presentations.
Visit http://podcasts.yahoo.com/ and click on the Business
category. Select any three podcasts. Listen to them while tak-
ing careful notes so that you can compare the three selections
in terms of grabbing your attention, keeping your attention,
and effectively communicating the podcast’s information.
Which of the three podcasts is the most effective? Why?

For Further Research

Musicians, actors, jugglers—virtually everyone who per-
forms in public experiences performance anxiety or stage
fright, as it is commonly known. This anxiety is simply the
natural outcome of caring about how well you do. After all, if
you didn’t care, you wouldn’t feel anxious. Seasoned per-
formers not only recognize that anxiety is natural but they
also have learned how to use this emotion to their advantage
by giving them extra energy. Visit www.petethomas.co.uk/
performance-nerves.html and www.jugglingdb.com (search
for “stage fright,” then click on the “Collective wisdom on
stage fright”) and read how these accomplished performers
handle the anxiety of performing in public. How can you
adapt their techniques to business presentations?

INTERVIEWING SKILLS

Learning Objectives

After viewing this video, you will be able to

1. Explain how the AIDA approach helps create effective
application letters

2. Identify mistakes that can cause an otherwise qualified
candidate to lose out on a job opportunity

3. Explain why planning for tough questions is such an im-
portant part of your interviewing strategy

Background Information

Most companies would admit that the employment inter-
view is an imperfect test of a candidate’s skills and personally
fit with the organization. In response, some are beginning to
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add testing, job simulations, and other evaluation tools to the
selection process. However, the classic face-to-face interview
remains the dominant decision-making tool in the hiring
process, so developing your interviewing skills will be vital to
your success at every stage in your career.

The Video

This video follows the progress of two candidates applying
and interviewing for a technical writing position. One candi-
date has more experience in this area, but his approach to the
interview process ends up costing him the job opportunity.
In contrast, a candidate with less experience takes a confident
and creative approach that nets her the job.

Discussion Questions

1. Why are multiple StayCom managers involved in this in-
terviewing process? Couldn’t one manager handle it?

2. Why does one of the managers compare an application
letter to a news story?

3. What steps did Cheryl Yung take to overcome a potential
shortcoming in her qualifications?

4. What mistakes did candidate Buddy McCoy make in his
interview?

5. Why would the interviewers care about the interpersonal
skills of someone who will be writing for a living?

Follow-Up Assignment

Nonverbal cues are important in every communication sce-
nario, but perhaps never more important than in job inter-
views. Not only are interviewers looking for any clues they
can find that will guide their decisions but they also tend to
make up their minds quickly—perhaps even before the can-
didate has said anything at all. Read the advice on nonver-
bal communication in interviews at www.careerjournal.
com/jobhunting/ interviewing/20021205-raudsepp.html. Dis-
till this information down to a half-dozen or so key points that
you can write on a note card to study before you step into your
next job interview.

For Further Research

You look great in your new interview outfit, your hair is per-
fect but not too perfect, your smile radiates positive energy,
and you're ready to dazzle the interviewer. Then, oops—you
discover that your first interview will be held over the tele-
phone, so none of your visual cues will help you at this stage.
Don’t fret; read the telephone interviewing advice at
http://interview.monster.com/articles/phone, and you’ll be
ready to dazzle the interviewer long-distance.






