
CHAPTER # Chapter Title 4

46053 C PHNJ B&E A B P N 4 C/M/Y/K DESIGN SERVICES OF

I-4

A
a/an, H-11–H-12
a lot, H-23
abbreviations, H-20

punctuation with, A-2
for states, A-13, A-15

abstract words, 133–134, H-3
abstracts, in reports, 473
abusive language, 270
acceptance letters, 605
access control, 40
accidents, drug abuse and, 592
accuracy

of information, 95, 430
of visuals, 385–386

achievement, congratulating people 
on, 234

achievements section, on résumés, 566
acronyms, H-20

in e-mail, 184
in instant messaging, 188

action
persuasive requests for, 304–305, 306
routine requests for, 216, 217–219

action buttons, in PowerPoint, 534-535
action items, in oral presentations, 510
action phase, of AIDA model, 300, 301, 305,

306, 313–314, 587
action plan, in reports, 433, 434
action verbs, 466, H-6

on résumés, 563
active listening, 52
active voice, 130–131, H-8
address, proper forms of, A-3–A-4
addressee notation, A-8
addresses

for envelopes, A-12–A-14
for international correspondence, 78
style for, H-20–H-21

adjectives, 134, 158, 159, 313, H-8–H-9,
H-10

adjustments
granting, 226–229
persuasive requests for, 306–307
refusing, 268–270
requesting, 219, 221, 222

adverbs, 134, 158, 159, H-24, H-9–H-10
advertising, 308

deceptive, 28, 314
of job openings, 551

aerial photography, 380
age bias, 125, 126, 566, 601

age differences, culture and, 72–73
agenda

for meetings, 47
hidden, 37
in oral presentations, 538

aggravate/irritate, H-23
aggregators, 192, 197, 198
aging, vision and, 164
agreement

pronoun-antecedent, H-5
subject-verb, H-7–H-8, H-12

AIDA model, 300–302
for job application letters, 583–587
for persuasive requests, 305, 306
for proposals, 434–435
for sales messages, 310–314

alcohol testing, 591–592
almanacs, 339
alphanumeric outline, 109
American Psychological Association (APA),

476, A-21, A-25
Americans with Disabilities Act, 591
among/between, H-11
analogies, faulty, 303
analogy, arguing by, 302
analytical reports, 394, 396

direct approach for, 410, 411, 433
examples of, 413, 414–415, 458–471
indirect approach for, 411–413, 433
memo format for, 429–430
organization of, 410–413
planning, 407–413
purpose of, 407
statement of purpose for, 396
2 � 2 approach to, 412, 414–415
types of, 403, 407
yardstick approach to, 412–413
see also reports

animation, 372, 382, 533–534
announcements, company, 270–271
annual reports, 421, 422, 425
antecedents, H-4, H-5
anticipate/expect, H-23
anxiety

in job interviews, 596
in oral presentations, 512–513

AO mail, A-15
APA style, 471, 476, A-24, A-25
apologies

controversy over, 253
exaggerated, 227
to customers, 266

apostrophes, H-17
for plurals, H-3
for possessives, H-3–H-4, H-5, H-17

appeals, emotional vs. logical, 302–303, 311,
312

appearance, 44
as nonverbal communication, 55
for job interviews, 596, 597–598

appendixes, in reports, 475
applicant tracking system (ATS), 550, 551
application forms, 587
application letters, 582–587
appositives, H-16
appreciation, messages of, 234
Arabic, 81
area charts, 374
Argentina, A-6
arguments, logical, 302–304
Arial, 167, 532
articles (grammar), H-11
as if/like, H-11
assistive technologies, 74
attachments, file, 171, A-17
attacking, of opponents, 303
attention

audience’s, 502
in job interviews, 601
listening and, 53
to nonverbal cues, 56

attention-getters, 310–311
for job application letters, 583, 586

attention line, A-8
attention phase, of AIDA model, 300, 301,

305, 306, 310–311, 507, 508, 583
attitudes, changing, 305–306
audience

adapting to, 120–131
amount of participation by, 92
arousing interest of, 507
attention span of, 502
behavior, 12-15
for blogs, 193, 198–199
building relationship with, 126–127
composition of, 93
connecting with, 11–15
emotional vs. logical appeals to, 302–303,

311, 312
expectations of, 13, 93, 363, 398, 401
feedback from, 100
geographic distribution of, 93
global, 130
holding attention of, 509–510
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hostile, 298, 304, 516
information needs of, 95, 427
input from, 95
level of understanding of, 93
media preferences of, 102, 398
needs of, 120–121, 295, 501–502
for negative messages, 262–263
offending, 122
for online content, 405–406
for online presentations, 543
for persuasive messages, 294–295
for podcasts, 197, 198–199
primary, 93
probable reaction of, 94, 107, 256, 296,

410, 499, 501
questions from, 514–517
for reports, 394, 426–427
response of, 14–15
for résumés, 556
size of, 93, 499–500, 501, 506
skeptical, 411
visuals and, 363, 382
for websites, 405

audience-centered approach, 15, 121
audience profile, 93–94, 295

for negative messages, 254
for oral presentations, 499–500, 501

Australia, A-6
Austria, A-6
author-date system, A-21, A-24
authority, reference to, 111
authorization, of reports, 432
authorization letter, 472
autocompletion, 141
autocorrection, 141
autoresponders, 248
auxiliary verbs, H-6
awkward references, 158

B
back orders, 268
back-translation, 81
background checks, by employers,

562, 592
bad/badly, H-10
bad news. See negative messages
bait and switch, 28
balance

between visuals and text, 384
as design element, 166, 364
in reports, 431

bar charts, 372, 374–376
bar code scanners, 22
bcc (blind courtesy copy), 186, A-10, A-17
behavioral interviews, 590
beliefs, implicit, 68
benefits

to audience, 124, 308–309
employment, 602–603

bias
cultural, 68
sampling, 346
of sources, 336

bias-free language, 124-126
bibliography, 475–476

APA style for, A-24, A-25
Chicago style for, A-22–A-24
compiling, 345
MLA style for, A-25–A-26

blaming, 226
blind copy (bc), 186, A-10, A-17
block format, for letters, A-11
blogging systems, 168
blogroll, 199
blogs/blogging, 3–4, 6, 39, 100, 180–181

business, 189–194, 552
checklist for, 194
comment function for, 189
corporate, 23, 116
distribution of, 196–199
by employees, 24
executive, 179, 192
legal aspects of, 28
podcasts on, 195
search engines for, 341
tagging for, 198–199
three-step process for, 193–194
tips for, 191
tone of, 189
topics for, 190
tutorial for, 204

blueprint slides, 539, 540
body, 107

of e-mail, A-18–A-19
of informative messages, 231
of job application letters, 584–586
of negative messages, 257–258, 260–262
of oral presentations, 508–510
of persuasive messages, 300, 301, 305,

306, 311–313
of positive messages, 222–223
of proposals, 436–437, 478–479
of reports, 428–429, 433, 475
of routine requests, 216

body language, 55
of audience, 515
in job interviews, 597, 600–601
in oral presentations, 500
listening and, 52
see also nonverbal communication

boilerplate, 141, 443
boldface type, 167
Boolean search, 342
bots, 183, 187
bragging, 128
brainstorming, 21, 41, 105, 525

in career planning, P-3
online, 48
using blogs for, 192

Brazil, 71, A-6
bribery, 70
bubble diagrams, 372, 376, 377
buffers, in negative messages, 259, 260
builds, in slide shows, 534, 535
bulleted lists, 156, 168, 442, 465, 467

on slides, 527, 528
bumper slide, 539
Bureau of Labor Statistics, 586
business books, 339
business communication

effective, 6
uniqueness of, 7–8

business news, keeping up with, 551–553
Business Owners Toolkit, 281
business plans, 402, 404–405, 423
business reports. See reports
business-to-business communications, 268
Business Writer’s Free Library, 32
buzzwords, 134, 135

C
cameras, digital, 382
campus recruiting, 589
Canada Post, A-13
Canadian addresses, A-5
capital letters

in e-mail, 184
on slides, 532

capitalization, H-18–H-20
captions, 385
career counseling, 555
career objective, 557, 564
career planning, P-1–P-7, 550–555
case, of pronouns, H-5
categories, report organization based on, 404
causation, 368

correlation and, 303, 352
cause and effect, 303

as way to develop paragraphs, 140
cause branding, 213
cc (courtesy copy), 184, A-10, A-17
cell phones

podcasts on, 181
in public, 46
in workplace, 45
see also text messaging

centered type, 168, 169
Centers for Disease Control, 273
chalkboards, 525
change, resistance to, 42–43
change monitoring, 40
channels, communication, 11, 12
character spacing, A-2
chartjunk, 364–365
charts. See bar charts; line charts
Chicago Manual of Style, 476, A-21
China (Chinese), 68, 69, 70, 71, 77, 81, A-6
chronological résumés, 558, 559, 560
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chronology, report organization based 
on, 404

chunking, for readability, 407
circular reasoning, 303
citations, 476

APA style for, A-24
Chicago style for, A-21–A22
MLA style for, A-24

claims
granting, 226–229
implied, 314
making, 219, 221, 222
persuasive, 306–307
refusing, 268–270

clarity, editing for, 156–159
classification, as way to develop 

paragraphs, 140
clauses, 136, H–12, H-16
clichés, 134, 135
clip art, 164, 365, 380, 531
close, 107

complimentary, 169, A-8
importance of, 151
of job application letters, 587
of meetings, 48
of negative messages, 258–259, 262
of oral presentations, 510–511, 516–517
of persuasive messages, 300, 301, 305,

306, 313–314
of positive messages, 223
of proposals, 437, 479
of reports, 429–430, 433, 475
of routine requests, 216
of sales messages, 313–314

closed questions, 348
clothing

for job interviews, 597–598
as nonverbal communication, 55
work, 44

clutter, in design, 168
codes of ethics, 26
collaboration

as purpose of message, 92
in teams, 21
web-based, 49

collaborative writing, 38–40
collective nouns, H-4
college career centers, P-7, 592
college placement office, P-4, 551, 589
Colombia, 71
colons, H-15

for introducing lists, 156
in salutations, A-10

color
emotions and, 530
in slides, 530
use of, 384

column formatting, 168
comma splices, H-13
commas, H-15–H-16
commenting, in word processors, 162, 163
comments function, for blogs, 190

committees, 36
common nouns, H-3
communication, 4

barriers to, 12
control of, 92
crisis, 192, 271–272, 273, 274
effective, 4, 6
ethical, 24–29
external, 4–5, 6
flow of, 5–6
forms of, 4, 5
in-person, 24
internal, 4–5, 180, 253, 254
international, 9
social, 7–8
see also intercultural communication;

nonverbal communication; visual
communication

communication process, 11–12, 19, 52
communication skills

expected by employers, 6–7
improving, 16–17
intercultural, 74–83
value of, 4

communication style, 15
American, 74
company, 256
credibility and, 126
cultural differences in, 77
gender and, 73

communities of practice, 6
companies

information about, 337, 339
negative news about, 270–272
researching, 553, 592, 594

company documents, as source of
information, 94

company image, projecting, 127
company news, using blogs for, 192
company policy, hiding behind, 202, 260, 270
comparative degree

of adjectives, H-9
of adverbs, H-10

comparison, report organization based 
on, 404

comparison/contrast, as way to develop
paragraphs, 140

comparisons, faulty, 353
compatibility, technical, 13
competition, analyzing, 308
complaints

customer, 219, 221, 222, 306–307
online, 273

complements, H-7
completing stage, 91, 150–171

for business blogs, 194
for e-mail messages, 186
for instant messages, 188
for negative messages, 255
for oral presentations, 511–517
for persuasive messages, 298–299
for presentation visuals, 537–640

for reports and proposals, 454–483
for résumés, 566–573
for routine and positive messages, 215

complex sentences, 136, H-13
compliance reports, 402, 425
complimentary close, 169, A-8
compliments, in goodwill messages, 234
compose/comprise, H-23
compound-complex sentences, 136, H-13
compound nouns, H-3, H-4
compound sentences, 136, H-13
compound words, H-17
compromise, 42, 304
computer-aided design (CAD), 381
computer animation, 100
computer screens, legibility of, 405
computers, 20

creating visuals with, 382
networking technologies for, 183
symbols on, A-2
see also technology; word processing

concise language, 6
conciseness

editing for, 158–161
visuals and, 370

conclusions
drawing, 353–354
focusing on, 410
in reports, 400, 470
placement of, 433

concrete language, 6
concrete words, 133–134, H-3
condescending tone, 227
condolence, messages of, 235–236, A-2
conference calls, 49
confidence, 126

in job interviews, 596
in negative messages, 262

confidentiality
e-mail and, 182
of instant messages, 189
on job boards, 573

conflict, in teams, 41, 42
congratulations, 234, 235
conjunctions, 136, H-11
conjunctive adverbs, H-10, H-11, H-24
connotation, 133, 362
consistency, as design element, 166, 364, 532
content, evaluating, 151
content listening, 51
content management systems, 38–39, 482
content managers, 343
content notes, A-21
context, cultural, 69–70
continual/continuous, H-23
continuing education, P-5
contractions, H-17
contracts, 28, 70, 181
contrast, as design principle, 364
conversational tone, 128
conversations, 98

intercultural, 79–81
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convince/persuade, H-23
coordinating conjunctions, H-11, H-13
copy notation, A-10
copyright, 345

of photographs, 382
corporate blogs, 23, 116
corporate culture, 10, 254, 297, 427
corporations, financial reporting by, 28
correction symbols, A-27–A-28
corrections, on business documents, A-2
correlation, 303, 352
correlative conjunctions, H-11
correspond with, H-23
correspondence, international, 77–79,

A-5–A-7, A-14–A-16
countries, researching, 76
courtesy, in business messages, 121-122
courtesy copy (cc), 184, A-10, A-17
courtesy titles, A-3, A-5, A-8
cover, for reports, 456
cover letter, for résumés, 572, 582–587
CP mail, A-15
credibility

of business blogs, 194
establishing, 126, 255, 298, 427
in oral presentations, 507–508, 541
of persuasive messages, 298
proofreading and, 170
of sales messages, 313
of sources, 336

credits, for photos, 382
criminal record, 592

résumés and, 558
crisis communication, 192, 271–272,

273, 274
crisis management, 226, 272
critical listening, 51
criticism

of blogs, 191
giving, 17, 124
in performance reviews, 275–277
in recommendation letters, 230

cropping, of photos, 382
cross-functional teams, 36
cross-tabulation, 352
cultural context, 69–70, 102
cultural differences, 69–74

in attitudes toward work, 70–71
in attitudes toward aging, 13–14, 72–73
in audience needs, 295
in decision making, 69–70
gender and, 73
in meeting new people, 45
negative messages and, 262–263
in negotiation 69–70
in nonverbal communication, 55, 71–72
in norms and customs, 18
persuasive messages and, 298
in problem solving 69–70
in social behavior, 70–71
religion and, 73
use of personal pronouns and, 121

visuals and, 384
see also intercultural communication

cultural pluralism, 67
culture, 66

adapting to, 81–82
ethics and, 70
job interviews and, 596, 597
law and, 70
learning of, 67
oral communication and, 79–81
studying another, 75–76
symbols and, 13–14
U.S., 74
visuals and, 364
see also cultural differences; intercultural

communication
curriculum vitae (CV), 556–557
customer relationship management, 99
customer satisfaction, 226
customer service, 224
customer support, using blogs for, 192
customers

communication with, 22, 23, 224, 225,
226–229

complaints from, 219, 221, 222, 306–307
denying claims by, 268–270
needs of, 308
negative messages to, 266, 268, 270
online rumors by, 273
reestablishing relationship with, 219

cut and paste, 161

D
dangling modifiers, 157, 158, H-14
dashes, H-16–H-17
data, 133
data

aggregating, 368
analyzing, 351–353
distorting, 367
finding, 335–339
misinterpreting, 352–353
using visuals to present, 371–378
see also information

databases
commercial, 338, 342
electronic, 339
online, 340, 341, 342
résumé, 569

dates
for international correspondence, 78
format for, A-2, A-3

deception, 28
in sales messages, 314
on résumés, 592

decimal numbers, H-21
decimal outline, 109
decision making

cultural differences in, 69–70
in teams, 37

decision-making meetings, 46
Declaration of Independence, 134

decoding, 12, 13–14, 52
deductive approach. See direct approach
deductive reasoning, 302
deep web, 340
defamation, 28, 230, 270
defensive listening, 53
definitions, in report introduction, 432
delivery, of oral presentations, 511–512,

541–542
delivery cues, in speaking outline, 506
demographics, 295
demonstrative pronouns, H-5
denotation, 133
dependent clauses, 136, 137, H-12
description, as type of detail, 111
descriptive headings, 156, 401, 428, 465
descriptive synopsis, 473
descriptive titles, for visuals, 385
design

of documents, 164-168
principles of, 363–365, 529
proofing of, 170
of résumés, 567
of slides, 529–532
of visuals, 363–365

design elements, 166
desire phase, of AIDA model, 300, 301, 305,

306, 311–313, 584–586
desktop publishing software, 168
desktop search engines, 343
detail

amount of, 106
as design element, 166
in reports, 433
types of, 111

diagrams, 372, 381
digital photography, 381-382
digital rights, 333
dilemma/problem, H-23
dining etiquette, 46
diplomacy, in business messages,

121-122, 255
direct approach, 106–107

for analytical reports, 410, 411
for claims/adjustment requests, 219
for informational reports, 403
for negative messages, 256–259
for oral presentations, 502–503
for persuasive messages, 296–297,

300, 305
for positive messages, 221-222
for proposals, 417
for refusing requests, 266
for rejecting job applicants, 275
for reports, 399–401, 433
for routine messages, 214, 216, 217
for routine replies, 221–222, 224
for routine requests, 216

directories, as resources, 337–338, 339
disabilities, 74
disability bias, 125, 126
discrimination, in hiring, 566, 590
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discriminatory questions, in job interviews,
601–602

dishonesty, detecting, 54
disinterested, H-23
distractions, 12

minimizing, 15
on the job, 24
in oral presentations, 509

distribution
of messages, 171–172
of reports and proposals, 481–482

distribution list, for e-mail, A-18
diversity, 64

in workforce, 9, 64–65
documentation

of sources, 344–345, 431, A-21–A-26
of visuals, 385

documents
distribution of, 481–482
embedded, 442–443
formatting of, A-1–A-20
multimedia, 443
production of, 163–169
security of, 172
see also reports

dots per inch (dpi), 382
downloadable files, 482
downward communication, 5
drawings, 372, 381
drug testing, 591–592
due diligence reports, 407
dynamic pages, 340

E
economy, job search and, P-2
editing, of messages, 156–159
education section, on résumés, 564–565
electronic data interchange, 183
electronic databases, 339
electronic forms, 443
electronic media, 99–100, 180–200

advantages and disadvantages of, 101
tact in, 122

electronic presentations, 100, 524
electronic references, citing, A-23–A-24,

A-25–A-26
ellipses, H-18
em dash, H-17
e-mail, 100, 180

as business communication medium,
181–182

company policy for, 182
for job interviews, 590
for positive replies to requests, 225
for research interviews, 349
for responding to customer 

claims, 228
personal use of company, 182

e-mail addresses, A-17, A-19
personal, 564

e-mail hygiene, 182

e-mail messages, 181–186
using blogs to replace, 192
carelessness in, 182, 185
checklist for, 186
company monitoring of, 182
design of, 165
errors in, 184, 185
etiquette for, 183
excess, 15
formality of, 184
format for, 184, A-17–A-19
greetings in, A-18
headers in, A-17, A-18
legal aspects of, 182
overflow of, 183
planning of, 183–185
producing, 186
subject lines for, 185
three-step process for, 183–186
tips for, 184
writing of, 185–186

e-mail newsletters, 315
e-mail-on-demand, 248
embedded documents, 442–443
emotional appeals, 302, 312
emotional intelligence, 15
emotions

color and, 530
in claims letters, 219
in e-mail messages, 186
manipulation of, 368
media choice and, 102
message decoding and, 14
in negative messages, 270
venting, 122

empathic listening, 51–52
empathy, 13
emphasis

as design principle, 364
in sentences, 136–137
type styles for, 167

employability, lifetime, P-1
employees

blogging by, 24, 194
communication skills of, 4
e-mail messages of, 182, 184–185
ethics codes for, 26
negative messages for, 253, 254, 271
performance reviews of, 275–277
personal use of technological toys by, 24
persuasive messages to, 297
podcasts for, 195
productivity of, 184
religious practices of, 73
social networking for, 6
termination of, 277
web surfing by, 24

employers
attributes sought in job candidates,

590–591
background checks by, 562, 592

ethics policies of, 26
expectations of, 6–7
hiring practices of, 550, 581–582
performance reviews by, 275–277
preemployment testing by, 591–592
preferences for finding new employees,

550–551
refusal to provide recommendations, 230
researching potential, 553
view of job market by, P-2

employment
international, 552
legal aspects of, 28
negative messages about, 272–277

employment gaps, 557
employment interviews. See job interviews
employment messages

application letters, 582–587
performance reviews, 275–277
résumés, 555–573
termination letters, 277

employment portfolio, P-5–P-6
employment process, 550–555
enclosure notation, A-10
encoding, 11, 345
endnotes, 141, 476, A-21–A-22
endorsements, to establish credibility, 126
England, A-7
English

as business language, 77
as official language, 64
plain, 129
as second language, 130

enterprise instant messaging (EIM), 187
enterprise search engines, 343
enterprise wiki systems, 39–40
enthusiasm, moderating, 158
envelopes, A-12–A-16
e-portfolio, 557, 566, P-5
Equal Employment Opportunity

Commission (EEOC), 592, 601
equality, as American value, 74
errors

in data, 352
finding, 170, 171

etc., H-23
ethical aspects

of conducting research, 333
of job interview questions, 601–602
of negative messages, 259, 261–262,

263–264
of photo manipulation, 382
of preemployment testing, 591
of quoting from sources, 350–351
of sales messages, 314
of using euphemisms, 124
of visuals, 366–369, 385

ethical choices, 70
ethical dilemmas, 25
ethical lapses, 25, 333, 367–369
ethics audits, 26
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ethics, 24–28
codes of, 26
culture and, 70

ethnic bias, 125, 126
ethnocentrism, 67–68
etiquette, 18

in business messages, 121–122
in conducting research, 333
cultural differences in, 70
in delivering negative messages, 254–255
for e-mail, 183
of follow-up messages, 604
for instant messaging, 188
in job interviews, 598
for negative messages, 255
of networking
of public speaking, 506
of sales messages, 315
in social settings, 45–46
workplace, 43–45

euphemisms, 124
evidence

in outlining, 110–111
supporting, 106

exaggeration, 368
example, as type of detail, 111
exclamation points, H-15
executive dashboard, 398, 536
executive summary, 461, 474, 477
exit strategy, 405
expectations

of audience, 13, 93, 363, 398, 401, 456
of employers, 6–7

experience, shared, 14
expertise, 126
experts, interviewing, 347
exports, 64
Express Mail International Service (EMS),

A-15
extranets, 22
eye contact, 56

cultural differences in, 72
in job interviews, 597
in oral presentations, 513

F
face-to-face communication, 100, 101, 102
face-to-face interviews, 349
facial expressions, 54, 500

cultural differences in, 72
in oral presentations, 514

facts, 6
as type of detail, 111
double-checking, 430
sources for, 337–339

fade out, 534
failure analysis reports, 407
fair use doctrine, 345
faith-based employee groups, 73
fallacies, logical, 303
familiarity, emphasizing, 13

favors, declining, 266, 267
faxes, 100
faxing, of résumés, 572
feasibility reports, 407, 359
features, of products, 308–309
Federal Trade Commission, 314, 318
feedback, 11, 12, 122

constructive, 17
destructive, 17
giving, 17
media choice and, 100
with oral media, 98
in oral presentations, 510
in performance reviews, 275–277

figures, as type of detail, 111
file merge, 141
files

sending, 171
size of, 382

filters, communication, 12
financial reporting, 28, 425
firewalls, 543
first draft, 131, 150, 151, 428
first impressions

of business documents, A-1
in job interviews, 598, 600

flaming, in e-mail, 186
flaunt/flout, H-23
Flesch Reading Ease score, 153
Flesch-Kincaid Grade Level score, 153
flipcharts, 525
flowcharts, 372, 378, 379
focus groups, 350
following up

on job application letters, 588
after job interviews, 603–607

follow-me phone service, 20
fonts, 167

for résumés, 567, 568
for slides, 531–532
symbols in, A-2

footers, 168
footnotes, 141, 345, 476, A-21
forecasting, 374
form letters, 225, 227s, 234
form tools, 443
formal communication network, 5–6
formality, 128

cultural differences in, 72
of international business messages, 77
medium and, 102
of oral presentations, 506
of printed documents, 181
of reports and proposals, 427

formatting, of business documents, 168,
A-1–A-20

forms
electronic, 443
standardized, A-1

forms-based searches, 342
fractions, H-21

France (French), 79, 80, 298, A-6
franchising, 490
free riders, 37
fused sentences, H-13

G
Gantt charts, 376
gender bias, 125
gender differences, culture and, 73
generalizations, hasty, 303
geographic information systems, 380
geography, report organization based on,

404
Germany, 68, 70, 78, 102, 130, 298, A-5, A-6
gerunds, H-8
gestures, 54–55

culture and, 71–72
in oral presentations, 500, 514

GIF format, 168
global positioning system (GPS), 183,

205, 451
globalization, P-1, 9, 64
government publications, 339
government regulations, 8, 402
government RFPs, 414
government terminology, H-19
grade point average (GPA), on résumés, 565
grammar, 133, H-3–H-14
grammar checkers, 163
grant proposals, 413, 483
grapevine, 5–6
graphic design software, 164
graphs, 366, 367, 369, 529

see also charts
greetings

cultural differences in, 72
in e-mail, A-18

grooming
for job interviews, 596, 598
as nonverbal communication, 55
for workplace, 44

group dynamics, 40–43
group interviews, 589
group norms, 40
groups. See teams
groupthink, 37, 40
groupware, 48, 109
guilt, admitting, 253, 258

H
handheld devices, 192
handouts, 540
handshake, 45, 72
hard-sell approach, 298
have/of, H-11
headers, 168
headings, 156

informative vs. descriptive, 156, 401,
428, 465

for online reports, 438
in reports 440–441, 465, 466, A-19
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headings, continued
in table of contents, 460
typefaces for, 167

hedging sentences, 157, 158
help lines, 23
hidden agendas, 37
hidden Internet, 340
hierarchy of needs, 295
high-context cultures, 69–70
hiring practices, P-2, 581–582, 588
hiring process, 550
homepage, designing, 407
honesty, 70, 96, 126

on blogs, 191
in résumés, 562
of sources, 336
testing for, 591
in visuals, 385

horizontal communication, 5
HTML, 164
HTML format, for résumés, 571
humanities style, A-21–A-24
humor

in business messages, 129
in intercultural communication, 79, 130

hyperlinks, 164, 405
for online reports, 438–439
in reports, 440
in résumés, 571
in slide shows, 534–535

hyphenated adjectives, H-9
hyphenated nouns, H-3
hyphenation, justified type and, 168
hyphens, H-17

for word division, H-21
hypothesis, 410

I
idiomatic phrases, 78
illustration

as type of detail, 111
as way to develop paragraphs, 140

illustrations, list of, 460, 473
IM systems, business-grade, 187
image files, 382
image processing, 382, 383
immigration, 65
impact, H-23
imperative mood, H-8
impersonal style, for reports, 427
implicit beliefs, 68
imply/infer, H-23
importance, report organization based 

on, 404
impromptu speaking, 512
in/into, H-11
indefinite pronouns, H-5
independent clauses, H-12, H-13, H-15
independent contractors, P-2
indexes, 141, 476
India, 71, 77, A-7
indicative mood, H-8

indirect approach. 106–107
for analytical reports, 411–413
for employment messages, 272–273
for negative messages, 256, 257, 259–262
for oral presentations, 502–503
for persuasive messages, 296, 297, 300,

305
for proposals, 417
for refusing requests, 266
for rejecting job applicants, 275
for reports, 400–401, 433

individualism, 74
inductive approach. See indirect approach
inductive reasoning, 302
industries

data about, 337
researching, P-5

infinitives, 159, H-8
information

accuracy of, 95, 430
completeness of, 430
currency of, 336
ethical, 96
finding, 335–349
gathering, 94–97, 295
managing, 354–355
omission of, 314
organization of, 102–112
pertinence of, 96
remembering, 52, 53
requesting, 217–219
useful, 6
value of, 8
verification of, 336
see also negative information

Information Age, 8
information architecture, 406
information communication network, 5–6
information gap analysis, 334, 335
information needs, 271, 334–335
information overload, 12
informational meetings, 46
informational reports, 394, 396

direct approach for, 403
examples of, 407, 408, 409
organization of, 403–407
planning of, 402–407
statement of purpose for, 396
types of, 402, 403
see also reports

informative headings, 156, 401, 428, 465
informative synopsis, 473
informative titles, for visuals, 385
informing, as purpose of message, 92
initials, on memos, A–17
inquiry letters, 483, 604–605
inside address, A-3–A-5
instant messaging (IM), 100, 151, 180, 187–189

business benefits of, 187
checklist for, 189
for customer service, 224
drawbacks of, 187

for job interviews, 590
for meetings, 49
security of, 187
three-step process for, 187–188
tips for using, 189
workplace use of, 187

integrity, 127
integrity tests, 591
intellectual property rights, 28, 333
intelligence, emotional, 15
interactive media, 313, 536
interactive surveys, 346
intercultural communication, 9, 64

breakdowns in, 68–69
challenges of, 66
checklist for, 82
oral, 79–81
oral presentations for, 512
slide shows and, 530
on the web, 130
see also cultural differences; culture

interest phase, of AIDA model, 300, 301, 305,
306, 311, 584–586

interjections, H-12
international correspondence, 77–79,

A-5–A-7, A-14–A-16
addresses in, 78
dates in, A-2, A-3

International Postal Rates and Fees, A-15
International Priority Airmail (IPA), A-15
International Surface Air Lift (ISAL), A-15
International Trade Administration, 391
Internet

business news on, 551–553
for conducting surveys, 346
employee surfing of, 24
evaluating resources on, 336
finding information on, 339–344
hidden, 340
high-speed, 20, 363
job boards on, 551, 552, 554
meeting via, 49
see also websites

Internet Public Library, 340, 342, 358
Internet telephony, 100
Internet videophone, 21
interoffice mail, A-17
interpreters, 81

for oral presentations, 512
interrogative pronouns, H-4
interruptions, 15, 188
interview simulators, 597
interviews, research, 347–349, 350

see also job interviews
intimacy, in business messages, 129
intranets, 20, 192
intransitive verbs, H-7
introducing people, to each other, 45
introduction

for oral presentations, 507–508
for proposals, 435–436, 478
for reports, 428, 432, 462, 475
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inverted pyramid style, 437
investment proposals, 413
irregular verbs, H-6
It is, 159, 161, 427
italic type, 167, 532, H-20
Italy, 593, A-7

J
Japan (Japanese), 14, 45, 55, 66, 68, 72, 81,

102, 263, 593, A-7
jargon, 78, 134–135
job applicants

employment process for, 550–555
interviewing of, 588–592
lying by, 592
networking by, 551, 552, 553–554
recommendation requests from,

219, 220
refusing recommendation requests from,

273–274
rejecting, 274–275, 276
responding to requests for

recommendations from,
229–230, 231

testing of, 591–592
what employers look for in, P-2, 385,

590–591
job application letters, 582–587

AIDA plan for, 583–587
checklist for, 587
follow-ups to, 587–588
three-step process for, 583

job boards, 551, 552, 554
posting résumés on, 573

job descriptions, 28
job-hopping, P-2
job interviews, 588–592

appearance in, 596, 597–598
arrival for, 598
blunders in, 600
candidate’s questions in, 594–596
checklists for, 599, 603
close of, 602–603
confidence in, 596
discriminatory questions in, 601–602
following up after, 603–607
international, 593
interviewer’s questions in, 592–594
media for, 590
mock, 597
nonverbal communication in, 593
note taking after, 603
preparing for, 592–599
question-and-answer stage of, 601–602
requesting, 587
sequence of, 588–589, 599–600
simulators for, 597
stages of, 600–603
things to take to, 598–599
types of, 589–590
warm-up period in, 600–601
warning signs in, 598

job market, P-1, P-3, 550
hidden, 551
researching, 551–552

job offers, 232, 589, 599
accepting, 605
declining, 606

job search, 550–555
interview process in, 588–592

job simulations, 590
job skills tests, 591
jobs, international, 552
journalistic approach, 95, 105
journalistic style, 427
journals, as resources, 339
JPEG format, 168
justification, of type, 168, A-2
justification reports, 407

K
Keirsey Temperament Sorter, 555
Kenya, 70
keyword search, 342
keyword summary, on résumés, 569–570
kiosks, in-store, 23
knowledge management systems, 94, 337,

355
knowledge workers, 8
Korea, A-7

L
La Guardia Airport, 380
labels

medicine, 156
product, 28

labor force, P-2
language

abusive, 270
bias-free, 124–126
euphemistic, 124
obsolete, 128, 129
pompous, 128

language differences, 14
languages, studying, 76–77
laptop computers, 20

attending meetings using, 49, 50
lay/lie, H-23
layout

page, 168
of slides, 529–532

LC mail, A-14
leading questions, 346
lectern, 506, 513–514
legal aspects

of annual reports, 425
of apologizing, 253, 258
of blogging, 28
of business communication, 28
of defamation, 270
of e-mail, 24, 182
of employment messages, 232
of hiring practices, 566, 590, 592
of intercultural communication, 70

of job interviews, 601–602
of job offer acceptance, 605
of media choice, 181
of negative messages, 253, 270
of preemployment testing, 591
of recommendation letters, 230
of responding to claims, 226
of sales messages, 314
of termination letters, 277
of using copyrighted material, 345

Legal Guide for Bloggers, 28
legal systems, 70
legends, for visuals, 385
legibility, of type, 169
lend/loan, H-23
less/fewer, H-23
letterhead stationery, 169, A-1, A-2
letters, 98, 180

acceptance, 605
additional parts for, A-9–A-10
application, 582–587
authorization, 472
declining job offer, 606
folding of, A-14, A-16
follow-up, 588
formats for, 169, A-10–A-12, A-13
international, 77–79, A-5–A-7,

A-14–A-16
inquiry, 219, 604–605
job-offer, 232
recommendation, 229–230, 231, 273–274
refusing claims, 269
rejection, 274–275, 276
requesting recommendation, 219, 220
resignation, 606–607
standard parts for, A-2–A-9
termination, 277
transmittal, 472, 477

liable/likely, H-23
libel, 28, 230
libraries, online, 341
library, finding information at, 339
Library of Congress, 318
lie/lay, H-7
lifetime employment, P-1
limitations, of reports, 432
line charts, 372, 373–374
line length, A-2

in e-mails, A-18
line spacing, A-2
linear regression, 374
linked documents, 442–443
linking, on blogs, 191
linking verbs, H-5, H-6, H-7, H-9, H-14
list of illustrations, 460, 473
listening skills, 51–53

self-assessment of, 60
listening,

checklist for, 54
defensive, 53
effective, 52, 53
in intercultural communication, 81
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listening, continued
in job interviews, 601
for nonverbal cues, 56
overcoming barriers to, 52–53
process of, 52
selective, 52, 53
types of, 51–52
value of, 51

lists, 156, 168, H-18
in reports, 442, 465

literacy skills, 363
literally, H-23
localizing, of web content, 437
logic, in reports, 431
logical appeals, 302–303, 312
logical arguments, in reports, 411–413
logical flaws, 303
long-term memory, 14, 52, 53
low-context cultures, 69–70
lying

detection of, 54
to gain access to information, 333
on résumés, 562, 592

M
machine translation, 81, 82
magazines, search engines for, 341
mail merge, 141
mailing notation, A-10
mailings, quantity, A-14
main idea

defining, 104–105
for negative messages, 254
for oral presentations, 501–502, 504
in outlining, 109, 110
for persuasive messages, 296, 302
of positive messages, 221

major points
in oral presentations, 503, 504
in outlining, 109, 110
number of, 106

manipulation
buffers as, 259
in sales messages, 314

manners, 70, 71
many/much, H-23
maps, 372, 378, 280
margins, 168, A-2

for reports, A-19, A-20
market analysis reports, 407
market research, using blogs for, 192
marketing

legal aspects of, 28
stealth, 24

marketing messages, 307–315
marketing strategy, 405
meals, business, 46
mean, 351–352
meaning

denotative, 133
connotative, 133, 362
understanding of, 13

measurements, H-20
mechanics, H-18–H-21
media/medium, 11

audience preferences for, 102
costs of, 102
electronic, 99–100
for brief messages, 180
formality and, 102
limitations of, 102
for negative messages, 254
oral, 98, 100
for oral presentations, 500
for persuasive messages, 296
for reports, 398
for résumés, 557
selecting, 98–102
urgency and, 102
visual, 99, 100
written, 98, 100
see also specific media

media richness, 100, 101
media specialists, 296
median, 351–352
meeting people, 45
meeting systems, web-based, 50
meetings, 46–50

checklist for, 48
formal, 47
leading, 47–48
making arrangements for, 46–47
minutes of, 48, 49
preparing for, 46–47
productivity of, 46
purpose of, 47
selecting participants for, 46
technology for, 48–50
types of, 46
virtual, 21, 46, 48
web-based, 21

memo of transmittal, 459
memorization, 53, 511
memory, 14, 52, 53
memos, 98, 180, 306

distribution of, A-17
for reports, 408, 414
format for, 169–170, A-16–A-17

message(s)
announcing good news, 232–233
of appreciation, 234
competing, 12
composing, 131–141
of condolence, 235–236
of congratulations, 1234, 235
control over, 92
decoding of, 12, 13–14
detail for, 111
distribution of, 171–172
encoding of, 11
ethical, 96
follow-up, 603–607
formality of, 102
goodwill, 234–236

informative, 230–231
length of, 106
main idea of, 104–105
marketing, 307–315
positive, 221–226
producing, 163–169
proofreading of, 170
purpose of, 92, 105
retention of, 14
revising, 151–163
sales, 307–315
scope of, 105–106
tact in, 122
topic of, 105
unnecessary, 15
urgent, 15
whether worth sending, 92–93
see also negative messages; persuasive

messages; routine messages; three-
step writing process

metacrawlers, 340, 341, 342
metaphors, 303
metasearch engines, 340, 341, 486
Mexico, 70, A-7
military service, on résumés, 566
minorities, 65
minutes, of meetings, 48, 49
misquoting, 25
misrepresentation, in conducting research,

333
mission statement, 404
mistakes

finding, 170
on résumés, 572

misunderstanding
cultural differences and, 68
listening and, 53

MLA style, 471, 476, A-24–A-26
MLA Style Manual and Guide to Scholarly

Publishing, A-21, A-25
mobile blogs (moblogs), 100, 192
mobile communication, 183
mobile phones. See cell phones
mode, 351–352
model release forms, 382
Modern Language Association (MLA), 471,

476, A-21, A-24
modifiers, H-8–H-10

dangling, 157, 158
double, 160
misplaced, H-14
placement of, 157, 158, 159, H-10

monitor/control reports, 402
monitors, computer, 382
mood, of verbs, H-8
motivation, of audience, 15, 295
moving blueprint slides, 539, 540
multilingual communicators, 76
multimedia, 100, 382, 443
multimedia presentations, 524, 535
multimedia production, 164, 168
multitasking, 12
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N
Napoleonic Code, 70
narration, as type of detail, 111
natural language searches, 342
navigation, of websites, 405, 406, 407
navigational slides, 537–539
needs

of audience, 120–121, 295, 427, 501–502
of customers, 308
hierarchy of, 295

negative adverbs, H-10
negative information

hiding, 368
in positive messages, 223
in recommendation letters, 230
withholding, 261, 263

negative messages, 107–108, 122, 124
about employment, 272–277
buffers in, 259, 260
checklists for, 255, 268, 270, 277
completing, 255
developing, 255-262
direct approach for, 256–259
indirect approach for, 256, 257,

259–262
about organizations, 270–272
organizing, 255–262
planning, 254
refusing requests, 266
about transactions, 266, 268
three-step process for, 254–255
types of, 265–277
writing, 255

negligence, in hiring practices, 592
negotiation, cultural differences in, 69–70
nervousness, 512–513

in job interviews, 596
in oral presentations, 498
reducing, 17

Netherlands, 76
networking

business, 211
for job hunters, P-5, 551, 552, 553–554

networks
communication, 5–6
computer, 183

news releases, 232–233
online, 342

news search engines, 341
news syndication, 192
newsfeeds, 344

for blogs, 192, 194, 197
newsletters, e-mail, 315
newspapers, as resources, 339
newsreaders, 197, 198
noise, 12, 52
nominative pronouns, H-5
nonrestrictive clauses, H-16
nonverbal communication, 54–56

checklist for, 56
cultural differences in, 71–72
culture and, 55

in job interviews, 593
in oral presentations, 513–514

norms, cultural, 18
note cards, for oral presentations, 506
notes, speaking from, 511
noun sequences, long, 157, 158
nouns, 134, H-3–H-4
numbers

on graphics for slides, 529
handling of, 78
misrepresenting, 25
style for, H-20–H-21

O
objections, anticipating, 304, 309–310
objective pronouns, H-5, H-6
objectivity, 126, 298
objects, in word-processing documents, 168
obsolete language, 128, 129
occupations, researching, P-3
OCR software, 569
office, virtual, 49
office technology, 20
OK sign, 72
Online! A Reference Guide to Using Internet

Sources, A-21
online brainstorming systems, 48
online chat systems, 48, 187
online research techniques, 339–344
online survey tools, 346
Online Writing Lab (OWL), 146
Open Directory Project, 340
open-ended interviews, 589
open-ended questions, 348
opening, 107

importance of, 151
of informative messages, 231
of job application letters, 583
for negative messages, 257, 259, 260
for persuasive messages, 300, 310–311
of positive messages, 221–222
for reports, 428
for routine requests, 216

operating reports, 402
opinion polls, 346
opt-in e-mail, 315
oral media, 98, 100

advantages of, 101, 122
disadvantages of, 101, 501

oral presentations, 498–517
audience analysis for, 499–500, 501
audience size for, 499–500, 501
being introduced for, 507, 508
checklist for, 516
completing, 511–517
composing, 507–511
concluding, 516–517
creating slides for, 527–532
delivery of, 511–512
direct vs. indirect approach for,

502–503
editing, 537

equipment for, 541
estimating time for, 502
etiquette of, 506
formality of, 506
international audience for, 500
location for, 512
maintaining control of, 515–516
organizing, 500–506
planning of, 498–506
practicing, 502, 512, 513, 541–542
preparing for, 512
purpose of, 499, 504
question period in, 514–517, 541
three-step process for, 498, 499
writing, 506–511

ordinal numbers, H-21
organization charts, 378, 379

for outlining, 109–110
organization

of messages, 102–112
of negative messages, 255–262
of persuasive messages, 296–297

organizational culture, 298
organizations

communication within, 4–6
structure in, 9–10

outline software, 109
outline(s), 108–111

for analytical report, 412
for oral presentations, 503, 504–506
preliminary, 399, 411
presentation, 504–506
for reports, 401, 428

overhead transparencies, 524–525
oversimplification, 303, 368, 529

P
package tracking, 22, 481
page layout, 168
page numbering, in reports, 460, 461, 462,

463, A-20
page setup, 168
panel interviews, 589
paper

for business documents, A-1
for résumés, 568–569

Paradigm Online Writing Assistant (POWA),
177

paragraphs, 137–141, 161
developing, 140–141
formatting, 168
length of, 154

parallelism, 156, 157, 157, 158, H-14
visual, 364

paraphrasing, 350
parentheses, H-18
parliamentary procedure, 47
participative management, 36
participles, H-8
parts of speech, H-3–H-12
passive voice, 130–131, 427, H-8
past participle, H-7
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PCs, 20
communication among, 183

PDAs, 181
PDF files, 100, 172, 443

downloadable, 407
editing in, 162
for reports, 482
for résumés, 571
unexpected, 439

peer-to-peer (P2P) computing, 183
percentages, H-20, H-21
perception, 14, 53
performance, in teams, 37
performance reviews, negative, 275–277
periodicals

as resources, 339
search engines for, 341

periods, H-15
personal activity reports, 402, 279
personal appearance. See appearance
personal data, on résumés, 566
personal digital assistant (PDA), 20
personal pronouns, H-4

in reports, 427
personal space, 56, 72, 74
personality tests, 591–591
persuasion, 294

as purpose of message, 92
negative connotations of, 314

persuasive messages, 6, 108, 124, 294–315
checklist for, 305
delivery methods for, 299
developing, 299–307
direct approach for, 296–297, 300, 305
ethics of, 314
examples of, 304–307
indirect approach for, 296, 297, 300, 305
organization of, 296–297
strategies for, 299–304
three-step process for, 294–299, 301
timing of, 303

phone calls, 100
phone service

follow-me, 20
Internet-based, 100

phone skills, 44–45
photo libraries, 381
photographs, 372, 381–382, 383

altering, 367, 382
phrases, H-12

transitional, 139, H-24
wordy, 159, 160

pictograms, 376
pictures, insertion of, 168
pie charts, 372, 377–378
pixels, 382
placement offices, college, 555
plagiarism, 25
plain English, 129
plain text, for résumés, 571
planning outline, 506

planning stage, 90, 91–111
for analytical reports, 407–413
for blogs, 193–194
checklist for, 112
for e-mail messages, 183–185
for informational reports, 402–407
for instant messages, 187–188
for interviews, 348
for job application letters, 582
for meetings, 46–47
for negative messages, 254
for oral presentations, 498–506
for performance reviews, 277
for persuasive messages, 294–297
for podcasts, 195
for presentation visuals, 524–527
for proposals, 413–414, 416–417
for research, 332–335
for reports, 395–401
for résumés, 556–560
for routine and positive messages, 214

plans, 402
plural nouns, H-3, H-7, H-12
podcasts/podcasting, 86, 23, 181, 326–327

in business, 552
checklist for, 197
creating, 195–196
distributing, 196–199
equipment needed for, 196

podcatchers, 197
podium, 506
policy reports, 402
policy statements, 231
politeness, 71, 298
pompous language, 128
Portfolios for Technical and Professional

Communicators, P-7
position papers, 402
positive, emphasizing, 122–124
positive close, 511
positive language

in negative messages, 255
in persuasive messages, 298

positive messages, 107
checklist for, 224, 229
granting claims, 226–229
providing recommendations,

229–230, 231
responding to requests, 224–225

possessive nouns, H-17, H-3–H-4
possessive pronouns, H-5
postal codes, Canadian, A-14, A-15
postscript, A-10

in sales letters, 314
posture, 55

cultural differences in, 72
for oral presentations, 513–514

preaching, 128
predicate, 158, 159, H-12
predicate adjectives, H-9
preemployment testing, 591–592

prefatory parts
numbering of, 460, 461A-20
for proposals, 476–477
for reports, 456, 458–461, 472–474

prefixes, hyphenation of, H-17
prejudgment, 39
prepositional phrases, 158, 159,

H-10, H-16
prepositions, H-10–H-11
prescription drug labels, 156
presence awareness, 187
presentation software, 164, 524, 526, 529,

531, 533, 535, 537–540
presentation visuals

checklist for, 542
choosing, 526–527
completing, 537–540
content for, 527–528
planning, 524–527
style for, 526
types of, 524–525
see also slides

presentations,
electronic, 20, 100, 168, 524
online, 542–543
see also oral presentations

Presenter View, 541
press releases, 232–233
pretexting, 333
previews

in reports, 441
in oral presentations, 508

price, in sales messages, 310
primary research, 335–336, 345–349
printers, computer, 382
privacy

as American value, 74
invasion of, 315
of messages, 172
of research participants, 333
preemployment testing and, 591, 592

problem, defining, 408–410
problem factoring, 409–410
problem/solution, as way to develop

paragraphs, 140
problem solving, cultural differences in,

69–70
problem-solving reports, 407, 429–430
problem statement, 334

in proposals, 435
for reports and proposals, 396, 397

procedural changes, messages about, 232
production, of messages, 163–169
products

benefits of, 308–309
communicating about, 22
features of, 308–309

professional titles, H-19
progress reports, 402, 431
project management, using blogs for, 192
projectors, for presentations, 541
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pronouns, H-4–H-5
personal, 121, 427, H-4
relative, 159, 160, H-4

proofreading, 170
of application letters, 583
checklist for, 171
of e-mail messages, 186
of persuasive messages, 299
of reports and proposals, 479–481

proofreading marks, 152, A-29
proper nouns, H-3, H-19
proposal writing software, 416
proposals, 394

AIDA plan for, 434–435
checklists for, 442, 482
components of, 476–479
drafting content for, 3434–437
examples of, 418–419, 438–439, 478–481
organizing, 416–417
packaging of, 435
planning of, 413–414, 416–417
producing, 476–479
proofreading of, 479–481
revision of, 455
software for, 416
solicited vs. unsolicited, 435
statement of purpose for, 397
three-step process for, 395, 401
types of, 403, 413

provinces, abbreviations for, A-15
psychographics, 295
public relations, using blogs for, 192
public speaking. See oral presentations
Publication Manual of the American

Psychological Association, A-21
punctuality, 74
punctuation, H-14–H-18

letter format and, A-12
spacing and, A-2

Purdue University, 146
purpose

of analytical reports, 407
of business blogs, 194
defining, 92–93
general, 92, 105
of meetings, 46
of negative messages, 254
for online content, 405
of oral presentations, 499, 504
for persuasive messages, 294, 302
of proposals, 434
for reports and proposals, 396–397
specific, 92, 105
statement of, 395, 396
of visuals, 370

Q
qualifications, in proposals, 437
question-and-answer chain, 105
questions-and-answer period, 514–517
question marks, H-15

questionnaires, 346
questions

anticipating audience’s, 509, 541
discriminatory, 601–602
in job interviews, 589, 592–596
for research interviews, 348–349
in request letters, 216
for surveys, 346, 347

quotation marks, H-17–H-18
quotations, H-16
quoting

from sources, 350
out of context, 350

R
racial bias, 125, 126
radio frequency identification (RFID) tags, 22
raise/rise, H-7
readability

designing for, 164–168
revising for, 151–156

readability indexes, 153–154
reasoning

in analytical reports, 411–413
circular, 303
in logical appeals, 302–303

receiver, of message, 11, 13, 52
see also audience

recommendations
focusing on, 411, 429
making, 354
placement of, 433
providing, 229–230, 231
refusing requests for, 230, 273–274
in reports, 400, 470
requesting, 219, 220

recording software, 196
recruiting, job, 192, 581–582, 588
redundancy, 159, 160
reference initials, A-10
reference librarians, 339
Reference List, A-22, A-23, A-25
references

on résumés, 566
source, 471, 475
supplying, 219

regardless, H-23
regression analysis, 374
rehearsal, of oral presentations, 541-542
rejection letters, 274–275, 276
relative pronouns, H-4
reliability

of sources, 336
of surveys, 345

religion, 73, 74
“replace all” option, 161
replies, routine, 221–230
“reply all” function, 186
reports, 98, 394

amount of detail to include in, 433
binding of, A-19

body of, 475
checklists for, 442, 482
close of, 475
completing stage for, 454–483
components of, 456–476
composing, 428–442
cover for, 456
distribution of, 171, 456, 481–482
documentation of, A-21–A-26
drafting content for, 430–431
electronic, 398
feedback on, 482
formality of, 454
format for, 401, A-19–A-20
headings in, 428
integrating visuals into, 383–384
length of, 394, 400, 401
online, 437–439, 455
organizing, 399–401
prefatory parts for, 456, 458–461,

472–474
producing, 455–476
proofreading, 479–4815
revising, 455
statement of purpose for, 396–397
supplementary parts of, 475–476
three-step process for, 395, 401
title for, 458, 472
types of, 402, 403
see also analytical reports; informational

reports
reputation analysts, 192
request for proposals (RFP), 413, 434,

470, 477
government, 414
writing, 482–483

requests
making, 215–221
persuasive, 304–305, 306
refusing, 266
three-step writing process for, 216–217,

218
resale information, 223, 262
research, 332–355

of business in other countries, 76
drawing conclusions from, 353–354
ethical aspects of, 333
innovative technologies for, 343–344
planning, 332–335
of potential employers, 553
primary, 335–336, 345–349
secondary, 335–336, 337–344
summarizing, 350, 353, 354
using results of, 350–353

research managers, 343
resignation, letters of, 606–607
resistance

overcoming, 42–43, 304
reducing, 300

resolution, of digital photos, 382
resources, business, 337–338
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respect, showing, 71
restrictive clauses, H-16
résumé scanning systems, 569
résumés, 555–573

activities/achievements section on, 566
adapting to audience, 562
career objective on, 564
checklist for, 573
chronological, 558, 559, 560
combination, 559, 561
common problems with, 557–558
contact information on, 564
cover letters for, 582–587
deception on, 562
design of, 567
distributing, 572–573
education section on, 564–565
e-mailing, 571, 572
faxing, 572
formats for, 568–571
functional, 558
length of, 566–567
lying on, 592
mailing, 572
media for, 557
misconceptions about, 556
mistakes on, 567
online samples of, 561
organization of, 557–561
paper for, 568–569
personal data on, 566
plain text file for, 570–571
planning, 556–560
posting online, 571, 572
PowerPoint, 567–568
producing, 567–571
proofreading, 571–572
purpose of, 556
revising, 567
scannable, 569–570
three-step process for, 555, 560
updating, 572
work experience on, 558, 565
writing, 561–566

reverse engineering, 109
review sections, in reports, 442
revision, 151–163

checklist for, 161
revision control, 49
revision marks, 152, 162
RFID tags, 22, 23
RFP. See request for proposals
Roberts Rules of Order, 47
roles

culture and, 71
in teams, 40, 41

rollback, in wikis, 40
room systems, 49
routine messages, 107, 214–236

asking for information or action,
219–221

checklists for, 217, 221

making claims, 219, 221, 222
making requests, 215–221
requesting adjustments, 219, 221, 222
requesting recommendation, 219, 220
three-step process for, 214–215

routine replies
checklist for, 224
strategy for, 221–223

routine requests, 215–221
replying to, 224–225
strategy for, 216–217

RSS (really simple syndication), 23, 197
rumors, online, 273
running headers, in presentation visuals, 539
Russia, 70

S
salary information

in application letters, 582, 586
in job interviews, 602–603
on résumés, 566

sales messages, 307–315
AIDA model for, 310–314

sales promotion, 262
sales proposals, 413
salutations, 169, A-4, A-8, A-10, H-19

international, A-6–A-7
salutopening, A-8
samples, representative, 346
sampling bias, 346
sandbox, in wikis, 40
sans serif typefaces, 167, 532
“save for web,” 382
scannable résumés, 569–570
scatter diagrams, 372, 376, 377
scope, 105–106

of blogs, 194
for oral presentations, 502
of persuasive messages, 296
of reports, 397, 432
for routine messages, 214

screencasts, 525
screening interviews, 589, 590, 599
search and replace, 161
search engines, 10, 333, 340, 341, 342

for job boards, 554
second-page heading, A-10
secondary research, 335–336, 337–344
Securities and Exchange Commission,

146, 427
security

of business messages, 172
of e-mail, 182
of instant messages, 187

selection interviews, 589, 599
selective perception, 14
self-confidence, in public speaking, 512, 513
self-consciousness, 596
self-oriented roles, 40, 41
selling points, 308–309, 311

in job application letters, 584
semicolons, H-13, H-24

sender, of message, 11
seniority, culture and, 73
sensitivity, intercultural, 66–74
sensory memory, 14
sentence fragments, H-13
sentences, 135–137, 161

grammar of, H-12–H-14
length of, 154
overly long, 157, 158
preposition at end of, H-11
topic, 137–138
types of, 136

sequence, report organization based on, 404
serif typefaces, 167, 532
sexual harassment, 24
shared online workspaces, 21, 49, 50
shopping, online, 23
short messaging service (SMS), 187
short-term memory, 14, 52, 53
shrinkage, 591
sign language interpreters, 512
signature block, 169, A-8
signature file, 184, 186
simple sentences, 136, H-12
simplicity

as design principle 166, 364, 365
in designing slides, 528
in oral presentations, 503

sincerity, 124, 127, 234s, 262
sit/set, H-7
situational interviews, 590
skills

assessing one’s, P-3–P-4
communication, 4, 16–17
updating one’s, P-5

skills résumé, 558
skimming, aids to, 154
slander, 28
slang, 78
slide master, 533
slide shows, 524, 537–539
slide sorter view, 537, 538, 546
slides

artwork for, 531
background designs for, 530–531
creating, 527–535
design elements for, 529–532
modifying graphics for, 528–529
navigational, 537–539
readability of, 532
templates for, 530–531
text, 527–528

small business, jobs in, P-2
smiling

cultural differences in, 72
in job interviews, 597
in workplace, 44

smoking, job interviews and, 599
social behavior, cultural differences in, 70–71
social bookmarking, 10, 198–199, 344
social communication, 7–8
social customs, cultural differences in, 76
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social mapping, 547
social networking technologies, 6
solicited application letters, 583, 584
solicited proposals, 413, 477, 478–481
sound bites, in documents, 164
source notes, A-21
sources

documentation of, 431, 333, 344–345,
A-21–A-26

evaluating, 336
finding, 335–336
identifying, 298

South Africa, A-7
spacing, in reports, A-19–A-20
spam blocking, 182
spatial orientation, report organization

based on, 404
speaking, in intercultural communication,

78–79
speaking notes, 506s, 511
speaking outline, 506
speaking rate, 53, 55, 502, 514
special effects, in slide shows, 533–534
speech anxiety, 512–513
speech mannerisms, 597
speeches. See oral presentations
spell checkers, 162
spelling, H-23–H-24

checking of, 162, 170
spelling errors, on résumés, 567
spreadsheets, 352, 374, 383, 525, 536
stage fright, 512–513
stakeholders, 4, 253
standardized forms, A-1
states, abbreviations for, A-13, A-15
stationery, letterhead, A-1, A-2
Statistical Abstract of the United States, 339
statistics

analyzing, 352
resources for, 338, 339

stealth marketing, 24
stereotyping, 67–68
storyboards, 537
storyteller’s tour, 105
streaming media, 543
stress interviews, 589
structured interviews, 589
style

for application letters, 583
for business blogs, 189, 194
controlling, 127–131
evaluating, 151
impersonal, 427
for instant messages, 188
for reports and proposals, 427
sentence, 136

style checkers, 163
style manuals, A-21
style sheets, 141, 168
subheadings, 156

in reports, 440–441
typefaces for, 167

subject, of sentence, 158, 159, H-12
subject line

attention-getting, 300, 302
in e-mails, 185, A-18
for job application letters, 583
in letters, A-10
for memos, A-16, A-17

subject-verb agreement, H-7–H-8, H-12
subjunctive mood, H-8
subordinate conjunctions, H-11, H-13
substance abuse testing, 591–592
success, attitudes about, 70–71
summarizing, 350, 353, 354
summary, in reports, 433, 475
summary of qualifications, on résumés, 564
superscripts, 141

for footnotes, A-21
for ordinal numbers, H-21

supplementary parts, of reports, 475–476
supply chain management, 22
surface charts, 374
survey software, 348
surveys, 345–347
Sweden, 77, 298
symbols, 13–14

visual, 362–363
in word processors, A-2

sympathy, apologies and, 258
sympathy messages, 235–236
syndication

of blogs, 197
news, 192

synopsis
in proposals, 477
in reports, 473–474

T
table of contents, 141, 460, 473

generating, 473
tables, 371–373, 469

production of, 168
standard parts of, 373
text, 372–373

tact, 122
in condolence messages, 236
in negative messages, 274

tagging, 198–199, 344
task forces, 36
task-oriented roles, 40, 41
team-maintenance roles, 40, 41
teams, 10, 36–46

advantages of, 36–37
blogging by, 192
collaborating in, 21
communication in, 38–40
conflict in, 41, 42
creating documents in, 49
disadvantages of, 37
effective, 37–38
etiquette for, 43–46
evolution of, 40–41
problem-solving, 36

roles in, 40, 41
types of, 36
virtual, 41, 48

technology
for business communication, 18–24
for collaborative writing, 38–40
communication-enhancement, 183
for composing messages, 141
keeping in perspective, 18–19
for message revision, 161–163
for producing messages, 168
for producing reports, 442–443
pervasiveness of, 9
using productively, 19

teleconferences, 49, 590
telephone, 100

etiquette for, 44–45
for job interviews, 590

telepresence, 21, 21
templates, 141, 168, 382, 442

for slides, 530–531
temporary workers, P-2
tense, of verbs, H-6
termination, job, 558
termination letters, 277
testing, preemployment, 591–592
text boxes, 168, 443
text messaging, 100, 123, 180, 187–189
thank-you messages, 604
There are, 159, 161, 427
thesaurus, computer, 162
thinking, styles of, 14
Thomas site, 318
three-step writing process, 90–91

allotting time for, 91
for business blogs, 193–194
for e-mail messages, 183–186
for instant messaging, 187–188
for job application letters, 582
for negative messages, 254–255
for oral presentations, 498, 499
for persuasive messages, 294–299, 301
for podcasts, 195
for proposals, 395, 401
for recommendation requests, 220
for refusing claims, 269
for refusing requests, 267
for reports, 395, 401
for responding to claims, 228
for résumés, 555, 560
for routine and positive messages,

214–215
for routine requests, 216–217, 218
see also planning stage; writing stage;

completing stage
time, concepts of, 71, 74
time allotment, for writing, 91
time and space, as nonverbal

communication, 56
time extension, request for, 605, 606
time limits, for oral presentations, 502
time line charts, 376
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Times Roman, 167, 532
timing, of persuasive messages, 303
title fly, 472
title page, 458, 472
title slides, 537–538
titles

capitalization of, H-19
for oral presentations, 505
professional, A-4, A-5
for reports, 458, 472
for visuals, 385

tone
for business blogs, 189
of claims letters, 219
of condolences, 236
controlling, 127–131
conversational, 128
evaluating, 151
formality of, 128
for instant messages, 188
for negative messages, 255, 258,

270, 274
for reports and proposals, 427, 428
in responding to claims requests, 227
of routine requests, 216, 217
of sales letters, 314

topic, of message, 105
topic sentence, 137–138, 463
topical organization, 404
touching

cultural differences in, 72
as nonverbal communication, 55

trackback, 199
trade journals, as resources, 339
trade shows, 553
trademarks, 338
training, using podcasts for, 195
transactions, bad news about,

266, 268
transitions, 139, H-28–H-24

in international letters, 78
in oral presentations, 509
in reports, 441, 468
in slide shows, 534

transitive verbs, H-7
translation

machine, 81, 82
software, 81
of web content, 437

translators, 81
transmittal letter, 472, 477
transmittal memo, 459
transparencies, overhead, 524–525
trend analysis, 352
trends, visuals showing, 372, 374–375
troubleshooting reports, 407, 357
trust, in teams, 37–38
truth, detecting, 54
try and, H-23
2 � 2 approach, to organizing reports, 412,

414–415

type
for slides, 531–532
justified, 168
size of, 169

type styles, 167
typefaces, 167

for résumés, 567
typographical errors, 170, 171

in job application letters, 583

U
underlining, 167–168, H-20
unemployment, P-2
United Kingdom, A-7
unsolicited application letters, 583, 585
unsolicited proposals, 413, 414, 416
uppercase letters, 167–168
upward communication flow, 5, 254
urgency, 15

of e-mail messages, 186
U.S. Bureau of the Census, 336
U.S. Citizenship and Immigration Services,

485
U.S. Postal Service, A-13–A-14
usage, 133, H-21–H-23
user authentication, with IM, 187

V
validity, of surveys, 345
values, American, 74
venture capitalists, 502
verb phrases, H-6
verbals, H-8
verb-preposition idioms, H-11
verbs, 134, H-6–H-8

action, 563
camouflaged, 158, 159
in sales messages, 313
voice of, 130–131, 427, H-8

very, 159
vidcasts, 181
video, 100

digital, 363, 382
for online presentations, 543

video blogs (vlogs), 100
video clips

in documents, 164
in slide shows, 535

video editing, 535
video feeds, 198
video interviews, 590
video podcasts, 195
videoconferences, 21, 49
videophone, 21
videotapes, 525
viral marketing, using blogs for, 192
virtual agents, 183
virtual communities, 6
virtual meetings, 46, 48, 542
virtual office, 20, 49
virus protection, 182, 185

viruses, instant messaging and, 187
vision

age and, 164
limited, 74
reading online content and, 405

visual aids. See visuals
visual communication, 362–369
visual design principles, 363-366
visual literacy, 363
visual media, 99, 100, 101
visuals

benefits of, 524
checklist for, 386
creating, 164, 382
distortion of, 25
distortion of, 367
ethics of, 366-369
five C’s of, 370
integrating into text, 383–385
numbering of, 464
for oral presentations, 524–539
pacing of, 384
placement of, 385f, 463
proofing of, 385–386, 480
purpose of, 370
referring to, 384, 464
titles for, 463
types of, 370–382
when to use, 370, 371, 372
see also presentation visuals

vlogs, 189, 190
vocabulary, H-21–H-24
vocal characteristics

in job interviews, 597
as nonverbal communication, 55
in oral presentations, 514

vocal patterns, 81
vodcasts, 181, 198
voice, of verbs, 130–131, 427, H-8
voice mail, 45, 100
voice recognition, 183
voice synthesis, 183
VoIP, 100

W
wall displays, 21
want ads, 551

responding to, 583, 584, 585
wardrobe, business, 44
warehouse, wireless, 22
web, writing for, 437–439
Web 2.0, 10
web-based meetings, 21, 50
web content management systems, 38–39
web directories, 340, 341
web logs. See blogs/blogging
web publishing systems, 168
webcams, 100
webcast systems, 542, 543
webpages, search engines and, 340
website accessibility, 305, 324
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websites, 100
for business news, 552
collaborative writing for, 39–40
company, 233, 340, 553
content for, 405–407
design of, 164
emotional vs. logical appeals on, 312
e-portfolios on, P-5, P-6
for global audience, 130, 437
interactive, 313
job, 551, 552, 554
posting résumés to, 571, 572

well/good, H-10
white space, 166

in reports, 465
on résumés, 567

whiteboards, 525
virtual, 50

Wi-Fi, 183
wikis, 38–40
Wi-MAX standard, 183
win-win strategy, 42
wireless devices, 187
wireless networks, 20, 183
wireless warehouse, 22
wizards, 141
word choice, 132–135

for oral presentations, 506
in logical arguments, 303
in sales messages, 313, 314

word division, H-21
word processing

for document production, 168, 443
features of, 141, 161–162
source documentation tools in, 345

words
abstract vs. concrete, 133–134, H-3
content, 132-133
correct use of, 133
denotative vs. connotative, 133
effective, 133
familiar vs. unfamiliar, 134, 135, 506
frequently confused, H-21–H-22
frequently misspelled, H-23–H-24
frequently misused, H-22–H-23
functional, 132–133
long, 159, 160
positive, 255
powerful, 134, 135
strong vs. weak, 133
transitional, 139, H-24
unnecessary, 159, 160

work, attitudes about, 70–71
work experience

international, 552
on résumés, 558, 565

work hours, cultural differences in, 71
work plan, 397–398, 399, 436
workflow, 39
workforce, diversity in, 9, 64–65, 73
working interviews, 590
workplace

changing, P-1
etiquette in, 43–45

Works Cited, 471, 475, A-22, A-25, A-26
Works Consulted, A-22
workspace, shared, 21, 49, 50
workstations, flexible, 20
World Wide Web. See Internet; websites

writer’s block, 132
writing, collaborative, 38–40, 162
writing process. See three-step writing

process
writing stage, 91, 119–141

for business blogs, 194
checklist for, 142
for e-mail messages, 185–186
for instant messages, 188
for negative messages, 255
for oral presentations, 506–511
for persuasive messages, 297–298
for reports and proposals, 426–443
for résumés, 561–566
for routine and positive messages, 214

written media, 98, 100, 101

XYZ
xenophobia, 67
yardstick approach, to organizing reports,

412–413
you, when not to use, 121
“you” attitude, 15, 121, 131

in negative messages, 255
in persuasive messages, 297–298
in proposals, 435
in reports, 427
in sales messages, 314
on résumés, 562

ZIP codes, A-14
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