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• Audience-driven

• Goal-minded

• Front-loaded

Business Communication is…

Presenter
Presentation Notes
-Audience-driven: You’ll have to think about things like the power differential between you and the audience (are they your boss? Are you their boss?), what they already know vs. what they don’t know, how they will receive your message, and how to make your message relevant to their concerns/needs.
-Goal-minded: In business writing, you’re writing because you’ve been asked to or because you’re trying to fill a need. In other words, you’ll always have a purpose. That purpose should always be kept in your mind as you write.
-Front-loaded: Readers of business writing are usually busy people who don’t have time to search for your message. Get to the point of your communication quickly and clearly. Do not build anticipation or delay your point for some stylistic effect.



• Tone

• Specificity

• Response

• Relevance

Connect with your audience

Presenter
Presentation Notes
-Tone: Consider your relationship to the audience. What is the power differential? What message are you conveying? Different messages will require different tones (e.g., a complaint letter should take a firm but polite tone). Remember: you have to CONNECT before you can PERSUADE.
-Specificity: Don’t waste time going over things your audience already knows. At the same time, take the time to clarify concepts or terms your audience doesn’t know.
-Response: Think about how your audience will take this message. Is it good news? Is it bad news? Anticipating their response allows you to more carefully craft your message.
-Relevance: Think about how you can make your message relevant to your audience. Why should they care? How does it affect them? They will be more attentive to your message if they understand its relevance.



• Have a reason for communicating

• Formulate a goal you are working towards

• Structure your message accordingly

Keep your goal in mind

Presenter
Presentation Notes
-Have a reason for communicating – never waste your reader’s time; show (and have) a reason for communicating
-Formulate your goal: you are communicating for a reason. Don’t lose sight of that reason.
-Structure: Different messages require different methods of organization. 
	* ask yourself what do you want the reader to walk away knowing
	* ask yourself why the reader needs to know this fact/information
	* ask yourself how you can structure your message in a way that makes this clear (point will help lead into front-loading messages)
-Structure your message in a way that will help your goal/key message/main point come through clearly



• Put your main idea first

• Follow with explanations and examples

• Close appropriately and show appreciation

Front-load your ideas

Presenter
Presentation Notes
-Academic writers sometimes delay their “thesis” (their main point) until well into their writing. Don’t do this in business writing! Get to the point quickly.
-State the broad, important claims first, then back them up with explanations, evidence, and examples. Example: “Millennials use cell phones more than any other generation. In fact, a recent study showed that…”
-Always end in a way that builds good will, even if your message is negative. Don’t “burn bridges”!



Front-load e-mail exercise
I am in a computer course for my business major and this morning at 8:15 I was 
scheduled to take my midterm exam. While trying to set up my exam, the 
Proctor (we are using ProctorU) and I could not get the webcam on my laptop to 
properly work. While doing so, the Proctor decided to try and reboot my laptop, 
which then caused the laptop to shut down, making me lose my exam and having 
ProctorU thinking that I already took it. Then I had to hurry and schedule a test 
(because it is due today). Sadly, since it is a two hour exam, I had to miss your 
class today. I am so sorry for the inconvenience and I hope this never has to 
happen again. If  possible, I would love to make up points that I lost today. 
Hopefully during office hours we can discuss it.

Presenter
Presentation Notes
-What is the central POINT of this long email, and how could the student front-load it in this message?
-What are the relevant details in this message, and what could be cut out without detracting from the central point?
-How will the instructor likely react to this message, and why?




• Remember that circumstances dictate tone

• Find the correct balance for your audience

• End on a positive note

What tone should I adopt?

Presenter
Presentation Notes
-Consider your audience. What kind of language would build/maintain a positive relationship with this audience? On the other hand, what kind of language would be likely to HURT that relationship?
-Think about the “unspoken messages” you send with your tone. What message are you sending when you say, for example, “I need you to do x”?
-Always build goodwill.



Tone exercise

I need you to send me the files by 4:00 P.M.

Did I miss anything in class today?

I think the grade you gave me is unfair.

Presenter
Presentation Notes
-The first one is too bossy, even if it’s from a superior to a subordinate. Always build good will, regardless of the power dynamic.
-The second one insults the instructor because it implies that the course material isn’t interesting/relevant to the student.
-The third one questions the instructor’s authority, and the “you” language puts the instructor on the defensive. Rephrase in a way that returns the burden to the student.



• Learn what the audience already knows

• Discover what your audience needs to know

• Cut out unnecessary phrasing and words

How specific do I need to be?

Presenter
Presentation Notes
-You waste time if you go over information your audience already knows…
-…But if you don’t clarify something they DON’T know, then they get lost.
-You can save a lot of room (and make your message more clear) by eliminating all the extra “fluff” we’re tempted to put in to embellish our writing or make it longer. Longer writing does not always mean better writing…in fact, the longer your message, the more likely the reader will lose focus. Say only what needs to be said.



Specificity exercises
• I feel that class went well today.

• Due to the fact that the weather was inclement and 
icy, I could not attend class.

• At this point in time, I think I would like to ask for 
an extension on this assignment.

Presenter
Presentation Notes
-The first one: why do you need “I feel that”? If you’re saying it, isn’t it implied that you feel it?
-”Due to the fact that” can be replaced with “because” or “since.” “Inclement and icy” is redundant—you don’t need both words.
-”At this point in time” doesn’t really mean anything. “I think I would like to ask” is unnecessarily wordy and delays the central message. Just ask for the extension!



Specificity exercise answers
• Class went well today.

• I could not attend class because of  the weather.

• May I have an extension on this assignment?



• Avoid colloquialisms, idioms, or clichés 

• Use a simple sentence structure

• Write with precision but in plain terms

How will the audience respond?

Presenter
Presentation Notes
-Consider that in business writing, your audience will very often include non-native English speakers who are not familiar with English colloquialisms, idioms, and clichés.
	colloquialism = informal or conversational words/phrases (e.g., “a lot of,” “really,” regional phrases like “chicken out of”)
	idiom = a metaphorical expression (e.g., “get the ball rolling,” “see the light”)
	cliché = an overused expression or adage (e.g., “a penny saved is a penny earned,” “a bird in the hand is worth two in the bush”)
-The most common English syntax is subject-verb-object. Stick mostly to this model, and avoid having extremely long, complex sentences. Two shorter sentences is usually better than one longer sentence.
-Don’t assume that bigger words will impress your audience—more often, those words will confuse and/or irritate your audience.



Response activities
• He hit a home run on that presentation.

• You will not be charged the first monthly fee unless you 
don’t cancel within the first thirty days.

• It is necessary that the general student population carry 
on collective discussions pro and con with regard to the 
student services proffered to them by the university.

Presenter
Presentation Notes
-The first one uses a cliché. Possible revision: “He did well on that presentation.”
-The second one is wordy and confusing. Possible revision: “You will not be charged the first monthly fee if you cancel within the first thirty days.”
-The third one uses unnecessarily big words and wordy phrases. Possible revision: “The student population should discuss the pros and cons of the university’s student services.”



• Answer the “so what” question

• Define all unfamiliar terms or abbreviations

• Give the reader all the information 
necessary to understand your message

Are my ideas relevant?

Presenter
Presentation Notes
-“So what”—why should the audience care about your message? How does it affect them?
-It’s OK to use jargon terms (terms specific to the field) and abbreviations, but consider your audience—will your audience already know these, or will you need to take the time to define/explain them?
-Be comprehensive—when giving instructions, don’t leave out any steps. When making a request, tell the reader exactly what you want them to do. When making a complaint, tell the reader exactly what the problem is and what you want done about it.



Relevance exercise
• The widget I purchased from your facility has ceased 

working after only 45 days. I purchased an 
additional 60-day warranty. Thank you for your time 
and consideration.

• Go to the UGPO to find out your FBC instructor.

Presenter
Presentation Notes
-The first one is too vague: what does the writer want to happen? What request is being made here?
-The second one: what if the audience doesn’t know what these abbreviations stand for?



Final tips to remember
State your claim first, then provide evidence

Back up your claims with data and evidence

Inform your audience without boring them

Engage your audience without entertaining them

Presenter
Presentation Notes
-Don’t rely only on your anecdotal evidence (personal observations) and “gut feelings.” Use data and evidence from credible sources to PROVE your claims.
-Business writing does not have to be boring…there are ways to add style without overdoing it. Use variety, such as when transitioning from point to point, to keep your readers interested.
-At the same time, your job is not to entertain. Don’t joke, mislead the audience, or go off topic. Remember the central GOAL of your message.



Visit the Business Communication Lab, WCOB 118

Check our website, online schedule, or social media 
(#WaltonBCL, @Walton_BCL) for additional resources

Presenter
Presentation Notes
-Show them the website and how to make an appointment
-Show them the new Resources page

https://walton.uark.edu/business-communication-lab/
https://walton.mywconline.com/
https://www.facebook.com/WaltonBCL
https://twitter.com/Walton_BCL
https://wordpressua.uark.edu/bclresources/
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