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What Is Technical Communication?

WHAT ISTECHNICAL COMMUNICATION?

Technical communication is the exchange of information that helps people interact  Definition of technical

with technology, advance workplace goals, and solve complex problems. communication
We live in a world in which many of our everyday actions depend on complex

but usable technical information. When you purchase a cell phone, you immedi-

ately turn to the instruction manual. When you install any new device, from a DVD % i
player to a microwave oven to a cable modem or computer, you look for the setup (@aily lives
information as soon as you open the box. From banking systems to online courses
to business negotiations, countless aspects of daily life are affected by technology.
To interact with technology in so many ways, we all rely on technical information
that is easy to understand and use. In our daily lives, technical communication
answers questions such as these:
* How do | set up my new Web camera? Day-to-day questions
* Which button on the ATM do | press to obtain my monthly activity
summary?
* How do | paste a digital photo into a text document and resize the
image?
In the workplace, we are not only consumers of technical communication but ( Technical
also producers. People might need information to complete a task, answer a ques- ﬁg{g:’:;‘i‘;iﬂg"
tion, solve a problem, or make a decision. Any document or presentation we pre- | workplace goals
pare at work (memo, letter, report, Web page, PowerPoint presentation) should
advance the goals of the intended audience. On the job, technical communication
might answer questions such as these:
* What is our competition doing and how should we respond? Workplace questions

¢ What new government regulations should we address?
¢ What new technology should our company be thinking about?

Technical information is also used in more specialized settings. For example, a /Technical
physician performing heart surgery must have clear information about how to | ¢emmunication
T oo . helps specialists
install a pacemaker. A government research scientist must have accurate instruc-  selye.complex
tions about how to write a grant or how to perform a particular experiment. An |Problems
engineer must have access to the correct specifications for designing a bridge or
configuring a software application. In specialized settings, technical communica-

tion answers questions such as these:

¢ Do the benefits of the Lyme disease vaccine outweigh its risks? Specialized

. - . ti
¢ What are the technical limits to wind energy? questions

* How effectively will the new heating system circulate in the top floors
of the new office complex?
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CHAPTER 1 Introduction to Technical Communication

In first-year writing (freshman composition) or expository writing, the
emphasis typically is on one type of document: the traditional college essay. Tech-
nical documents differ from college essays in that they are

. -or a technical document, you research, write, and design your
message not from your own personal perspective but according to the needs of
your readers. Professors read to test your knowledge, but colleagues, customers,
and supervisors will read to use your knowledge.

-*Technical documents are typically oriented toward completing
a task, filling a need, or solving a problem, rather than supporting a personal
stance,as in an academic essay.

. —Techm'cal documents are written with the context and situ-

ation in mind (e.g., the politics of what’s happening at work or government
regulations that affect what the document needs to contain).

nlike college essays, which take essentially one shape (paragraphs
of text), a technical document may take the form of a brochure, a memo, a report
with different sections, a numbered set of instructions, a blog, or a Web site.

This book refers to “technical communication”
and not “technical writing” becaus

As you work on the assignments for this course, the skills you learned in previous
writing classes will remain important, but the writing will often be different.

WHO CREATES TECHNICAL COMMUNICATION?

Virtually all professionals, at some point, function as technical communicators.
Experts in any field are often required to present their knowledge to nonexpert
audiences. For instance, the writer of instructions for uploading new software
would need to be sure that a general audience could perform the task without hav-
ing to call a customer service representative; a manager preparing a presentation
for a client would need to create clear and concise PowerPoint slides; and a nuclear
engineer testifying before Congress would need to write a report explaining
nuclear science in nonscientific language to policy makers.

MAIN FEATURES OF TECHNICAL
COMMUNICATION

Creating effective Despite the importance of phone calls, face-to-face conversations, and meetings,
Sgrcé'g}‘:z;:ﬁ:atlthe writing and producing paper and electronic documents remain at the core of
communication technical communication. Such communication is most effective when it displays

the features previewed on the following pages and covered in later chapters.
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Main Features of Technical Communication

Produce user-
centered documents

Unlike poetry, fiction, or essays

ave no personality (or voice), but it does mean that the needs of your
readers must come first. Users of technical communication are only interested in
you, the communicator, to the extent that they want to know what you have done,
what you recommend, or how you speak for your company or organization. This
type of communication is called “user-centered communication” (see Figure 1.1).
User-centered communication requires a focus on the people who will be using
the document. What do your readers need to know? What tasks are they trying to
perform?

FIGURE 1.1
User-centered
communication

Y Y ‘

INSTRUCTIONS USER MANUAL REPORT
for assembling for operating analyzing a
problem
or issu

questions

apro

Placing the reader’s needs and interests first takes practice because many of us  Learn to put yourself
are taught to write from our own perspectives. For instance, assume you've been in the reader’s place
asked to create a set of instructions that explain how people in the community can
bring household hazardous waste (gasoline, paint) for recycling. Assume also that
you live in the neighborhood near the recycling center and often visit that loca-
tion. In this instance, you could easily forget to include a map and directions to the
center, unless you focus consistently on your actual readers—people who are new
in town, people who don't live close to the facility, and so on.

When technical communication is efficient and accessible, users can actually find  Produce documents
the information they need and get their questions answered quickly. For instance, tgg&::g ?ji‘;:"
in the bioremediation document (Figure 1.3, page 9), a scientific topic is presented
so that the general public can make sense of it.
People using a technical document often go back and forth: instead of reading  Make documents

from beginning to end, they look up the information they need at a particular ~®3sY to navigate
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CHAPTER 1 Introduction to Technical Communication

moment. For readers to find wha

Write clearly Technical communication uses clear language. For example, the instructions for
using a fire extinguisher (Figure 1.4, page 10) are written for a wide range of read-
ers. Likewise, the letter from the company’s general manager to a potential client
(Figure 1.5, page 13) is another example of clear communication.

Provide only relevant Information is relevant if the audience can apply it to the task at hand. Say, for

information instance, that a person is interested in learning to use Internet service provider
(ISP) software to connect to the Internet: In this case, the documentation should
explain how to install the software and connect to the ISP instead of digressing
into a history of how the Internet developed.

Use the media that Say you are writing a report for a team at work, and team members are situated in
suit your purpose three different countries; in this situation, paper is probably not the best medium
for delivering the document. Instead, a PDF version, available on the Web or via
the company’s intranet, would be more effective.
Use an appropriate Effective use of media also requires an appropriate combination of words, pic-
E?ST;L”a;LOd"S%fUt:;L tures or other visuals, and sounds (as in videos and podcasts). Some documents,
' such as formal letters, rely heavily or solely on words; other documents, such as
instructions, blend words and pictures or diagrams.

Learn to work with Instead of being produced by a lone writer, most complex documents are created

;‘ii';’:ri";gigchnical by teams of writers, Web designers, engineers or scientists, managers, and legal

documents experts, among others. Teams may consist of people from one site or location, but
increasingly, members are distributed across different job sites, time zones, and
countries.

Because we are electronically linked, our global community shares social, political,
and financial interests. Corporations are increasingly multinational. Research
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Main Features of Technical Communication

crosses national boundaries, and people transact across cultures with documents
such as these (Weymouth 143):

» _scientific reports and articles on AIDS, influenza, and other diseases Documents geared
. . . . . toward an
¢ studies of global pollution and industrial emissions international
audience

¢ specifications for hydroelectric dams and other engineering projects

¢ operating instructions for appliances and electronic equipment

To address diverse communities, any document needs to connect with everyone
involved

Persuasion means trying to influence someone’s actions, opinions, or decisions. In
the workplace, we rely on persuasion daily: to win coworker support, to attract
clients and customers, or to request funding. But changing someone’s mind is
never easy, and sometimes it is impossible. Your success will. depend on who you
are trying to persuade, what you are requesting, and how entrenched they are in
their own views.
All technical documents are persuasive, in some sense. Some documents, such
as (the letter in Figure 1.5,) are explicitly persuasive, in that the writer is trying to
convince the reader that the proposed project is the right choice. Other docu-
ments, such as the instructions in Figure 1.4, are mainly informative, but they are
also implicitly persuasive: The writer is also trying to show readers that the fire
extinguisher is easy to use and safe.
In short, a technical communicator is a problem solver and, as such, must be  Balance information
aware of the best balance between providing readers with the information they @nd persuasion
need and persuading them to respond as desired, as illustrated in Figure 1.2.

FIGURE 1.2

Balancing
D information
I
Y

and persuasion

Delivering Usable Information Being Persuasive
How do | give readers How do | get the
what they need? onse | want?
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CHAPTER 1 Introduction to Technical Communication

Be careful though to not let your persuasive goal prevent you from writing
ethically. Even when you need to be overtly persuasive, as in a sales proposal, hon-
esty is essential. A document that is highly persuasive but in some way dishonest
may influence readers in the short term but will lead to long-term problems. You
will lose credibility with the client or your boss and could potentially damage a
working relationship for life.

Even routine technical documents produced on the job are based to some extent
on research. For example, though a memo or email may not require extensive
searching for data online or at a library, the information must be accurate. Accu-
racy in this case may only involve double-checking meeting notes or asking a

Watch the Video g . . . . .
on Characteristics ~ coworker for clarification on some point, but double-checking facts is still

g;g‘;i“;‘lica' Communi- — research. For more complex documents, the research component of technical
mytechcommlab communication becomes more obvious.

THREE PRIMARY PURPOSES OF TECHNICAL
COMMUNICATION

Most technical communication seeks to address one of three primary purposes:
to anticipate and answer questions (inform), to enable people to perform a task
(instruct), or to influence people’s thinking (persuade). Keep in'mind that these
purposes often overlap (as in the following sample documents). However, most
documents have one primary purpose: to inform, to instruct, or to persuade.

Informational Purpose

Figure 1.3 displays an informational document created by the U.S. Environmental
Protection Agency. It is designed for a wide audience of readers who may know lit-
tle about the topic (bioremediation), but the writer has kept audience diversity in
mind by anticipating and answering likely questions.

Instructional Purpose

Figure 1.4 is an instructional document. As we have all experienced, effective
instructions can be a pleasure to work with because they help people do what they
want to do. But poor instructions can create frustration, often causing people to
return the product and to have second thoughts about purchasing that brand in
the future.

N NE
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Three Primary Purposes of Technical Communication

FIGURE 1.3
United States Office of Solid Waste and EPA 542-F-01-001 . .
Environmental Protection Emergency Response April 2001 An informational
Agency (5102G) www.epa.gov/superfund/sites document

www.cluin.org

& EPA A Citizen's Guide

to Bioremediation

—e The title is clear and
easy to understand

‘_

The Citizen's Guide Series |—

EPA uses many methoeds to clean up pollution at Superfund and other sites. Some, like bioremediation,
are considered new or innovative. Such methods can be quicker and cheaper than more common
methods. If you live, work, or go to school near a Superfund site, you may want to learn more about
cleanup methods. Perhaps they are being used or are proposed for use at your site. How do they
work? Are they safe? This Citizen's Guide is one in a series to help answer your questions.

4——= User-centered
headings are

phrased as

What is bioremediation?
Bioremediation allows natural processes to cleanup harmful chemicals in the environment.

Microscopic “bugs” or microbes that live in soil and groundwater like to eat certain harmful
chemicals, such as those found in gasoline and oil spills. When microbes completely digest
these chemicals, they change them into water and harmless gases such as carbon dioxide.

questions that
readers would need
answered

Eocs

Microbe eats oil

Microbe releases
water and harmless
gases into soil or ground

Microbe digests oil and
changes it to water
and harmless gases

How does it work?

In order for microbes to clean up harmful chemicals, the right temperature, nutrients
(fertilizers), and amount of oxygen must be present in the soil and groundwater. These
conditions allow the microbes to grow and multiply—and eat more chemicals. When
conditions are not right, microbes grow too slowly or die. Or they can create more harmful
chemicals. If conditions are not right at a site, EPA works to improve them. One way they
improve conditions is to pump air, nutrients, or other substances (such as molasses) under-
ground. Sometimes microbes are added if enough aren't already there.

The right conditions for bioremediation cannot always be achieved underground. At some
sites, the weather is too cold or the soil is too dense. At such sites, EPA might dig up the soil
to clean it above ground where heaters and soil mixing help improve conditions. After the
soil is dug up, the proper nutrients are added. Oxygen also may be added by stirring the
mixture or by forcing air through it. However, some microbes work better without oxygen.
With the right temperature and amount of oxygen and nutrients, microbes can do their work
to “bioremediate” the harmful chemicals.

‘—

o

Illustrations
combine text and
visuals

+—e Headings and a
clean layout make
this document easy
for readers to
navigate

—e Text provides the
most relevant
information without
being too detailed

Source: U.S. Environmental Protection Agency website <www.epa.gov=, April 2001
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Title announces
document’s exact
purpose

Introduction
provides
appropriate level of
detail for first-time
users

Clearly labeled
illustration helps
readers understand
the product

Overview of major
steps
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CHAPTER 1 Introduction to Technical Communication

~—

-—

—

—> How to Operate a Multipurpose Dry-Chemical Fire Extinguisher
Introduction
The Occupational Safety and Health Administration (OSHA)

> requires that all employees know how to operate a fire
extinguisher and how to recognize the hazards associated with
small or developing fires.
Portable fire extinguishers in our buildings are easily found in
various areas: public hallways, laboratories, mechanical rooms,
break rooms, chemical storage areas, company vehicles, and
other areas that contain flammable liquids. Please note the
specific location of extinguishers in each of these areas.
Portatfle fi r.e e_xtmgmshers apply TN .
a_n extlngmshlng agent thgt will BT >Hm‘e
either cool burning fuel, displace
or remove oxygen, or stop the Pressure gauge
chemical reaction so a fire High Pressure
cannot continue to burn. When
the extinguisher handle is

—> compressed, it opens an inner by Chermical,
canister of high-pressure gas e
that forces the extinguishing
agent from the main cylinder
through a siphon tube and out FIGURE 1
the nozzle (Figure 1). A fire How a fire extinguisher works
extinguisher works much like
a can of hair spray.
All of our fire extinguishers are multipurpose dry-chemical
extinguishers. This type of extinguisher puts out fires by coating
the fuel with a thin layer of fire-retardant powder, separating the
fuel from the oxygen. The powder also works to interrupt the
chemical reaction, making these extinguishers extremely effective
for ordinary combustibles (such as wood or paper), flammable
liquids, and electrical equipment.

—> These instructions cover four simple steps in operating the

extinguisher safely and effectively: Pull, Aim, Squeeze, and
Sweep.

FIGURE 1.4 An instructional document
Source: Text and figures from the Occupational Safety and Health Administration
<www.osha.govs>.

valid subscrption date represents a copynght violation




Three Primary Purposes of Technical Communication

FIGURE 1.4
(Continued)
2
WARNING: At the first sign of fire, sound the alarm and <—— A prominent
call the fire department. Before approaching the fire, warning box alerts
identify a safe evacuation path. Never allow the fire, heat, users before they
or smoke to come between you and your evacuation path. take action
If you have the slightest doubt about your ability to fight a fire ...
EVACUATE IMMEDIATELY!
Using the Fire Extinguisher - Atsr’;_"“' Si_r&p'e title,
Even though extinguishers come in a number of shapes and sizes, :C‘iio'S%:::} an
they all operate in a similarmanner. Here is an easy acronym to (“using”) makes this
remember for rapid and safe fire extinguisher use: PASS—Pull, instructional
Aim, Squeeze, and Sweep (Figure 2). document efficient
and easy to
understand
1. PULL... Pull the pin. This will also break the tamper seal.
2. AIM... Aim low, pointing the extinguisher nozzle {or its
horn or hose) at the base of the fire.
3. SQUEEZE ... Squeeze the handle to release the extinguishing - NUI':"bel:Ed steps
make the

agent, instructions easy to

navigate and use
4, SWEEP ... Sweep from side to
side at the base of the fire until
it appears to be out. Watch the
area. If the fire reignites, repeat
steps 2-4.
4——= A simple illustration
complements the
information in the
numbered list to
help users see how
the process works

Conclusion

Your first concern is safety:
Always back away from an
extinguished fire in case it

flames up again. Evacuate © tweep  eamenrs W1
immediately if the extinguisher ‘g};
is empty and the fire is not out. =

Evacuate immediately if the FIGURE 2
fire worsens. The PASS Technique
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CHAPTER 1 Introduction to Technical Communication

Persuasive Purpose

Figure 1.5 shows a persuasive document, in the form of a letter from a company that
distributes systems for generating electrical power from recycled steam. General
Manager William Bullock writes a persuasive answer to a customer’s question:
“Why should I invest in the system you are proposing for my plant?” As you read
the letter, note how the writer focuses on reasons that are important to the reader.

The variety of typical ~ Many of 'you probably encounter the following types of documents routinely,
technical documents  ejther through work or school. You may also be asked to produce such documents
for a class, an internship, or your job.

- Organizations use memos as the primary means of internal written
communication. Unlike a conversation, a memo leaves a record for future ref-
erence. An employee might write a memo to a manager requesting a pay raise;
a team of students might write-a memo to an instructor explaining their
progress on a term project; or an office manager might write a memo to com-
pany employees to outline the new vacation policy.

per
People use email to communicate with clients, customers, suppliers,
and associates worldwide. Email messages are generally written more infor-
mally and hastily than paper memos.

but

L]
@J provide written records and often serve as contracts. As a stu!ent you

might write a letter to request research data or to apply for a summer intern-
ship. On the job, you might write to persuade a client to invest in a new tech-

nology or to explain the delay in a construction project.
J * Instructions
-uch as how to program a DVD player or how to install system
software. Instructions come i ; may be
built right into a computer application; ay be written on

single-page reference cards; longer instructions may be assembled in magazine
format to be mailed or handed out.

Procedures are_ that they

however, procedures are different in that they al-
ways deal with matters of company or organizational policy. Many companies
maintain standard operating procedures (SOPs) for tasks such as how to test
soil samples or how to access corporate databases.
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Common Types of Technical Documents

Turbosteam LLC
161 Industrial Boulevard

TURBO

FIGURE 1.5
A persuasive
document

u STE AM Turners Falls, MA 01376 7" /2 hicelv cesianed
Phone: 413-863-3500 an effective,
Fax: 413-863-3157 professional visual
appeal
July 200 20X X www.turbosteam.com
Mr. Richard White, President
Southern Wood Products
Box 84
Memphis, TN 37162

Dear Mr. White:

In our meeting last week, you asked me to explain why we have such
confidence in the project we are proposing. Let me outline what I think
are excellent reasons.

First, you and Don Smith have given us a clear idea of your needs, and
our recent discussions confirm that we fully understand these needs.
For instance, our proposal specifies an air-cooled condenser rather than
a water-cooled condenser for your project because water in Memphis is
expensive. And besides saving money, an air-cooled condenser will be
easier to operate and maintain.

Second, we have confidence in our component suppliers and they have
confidence in this project. We don't manufacture the equipment; instead,
we integrate and package cogeneration systems by selecting for each
application the best components from leading manufacturers. For
example, Alias Engineering, the turbine manufacturer, is the world's
leading producer of single-stage turbines, having built more than 40,000
turbines in 70 years. Likewise, each component manufacturer leads the
field and has a proven track record. We have reviewed your project with
each major component supplier, and each guarantees the equipment.
This guarantee is of course transferable to you and is supplemented by
our own performance guarantee.

‘—

+—e The opening
paragraph is written
clearly and in a direct
but polite manner

+—e Each item in the
writer's list of
reasons starts out
with “first”
“second,” and
“third,” making the
document easy to
navigate

The writer provides
the relevant
information without
going into too much
technical detail

Source: Courtesy of Turbosteam LLC. Reprinted with permission.
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14 CHAPTER 1 Introduction to Technical Communication

FIGURE 1.5
(Continued)

y Richard White, July 20, 20XX, page 2
The letter is *——  Third, we have confidence in the system design. We developed the CX
persuasive because Series specifically for applications like yours, in which there is a need
it offers convincing eries spectiica y_ PP y i )
examples and facts for both a condensing and a backpressure turbine. In our last meeting, |

pointed out the cost, maintenance, and performance benefits of the CX
Series. And although the CX Series is an innovative design, all
components are fully proven in many other applications, and our
suppliers fully endorse this design.

Finally, and perhaps most important, you should have confidence in this
project because we will stand behind it. As you know, we are eager to
establish ourselves in Memphis-area industries. If we plan to succeed,
this project must succeed. We have a tremendous amount at stake in
keeping you happy.

If T can answer any questions, please phone me. We look forward to
working with you.

Sincerely,

Williamr Gulleck

General Manager
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The Importance of Proofreading

Manuals ma mclu!e instructions on !ow to assem!le, set up, an! use a

product, such as technical
specifications or lists of materials. You have certainly used manuals to per-

form tasks such as connecting the components of your sound system, or set-
ting up the voice mail on your cell phone. Most manuals are also available in
electronic form: as help files, on a CD, or as PDF documents on a company’s
Web site.

To market goods or services, companies produce brochures.
Brochures from ‘professional organizations such as the American Medical
Association may define various medical conditions, explain the causes, and
describe available treatments. The government creates brochures to help with
issues such as how to obtain student loans or how to start a small business.

. q“)posals offer solutions to problems and make specific recommenda-
t

ions for how to implement those solutions. A proposal’s purpose is usually to
persuade readers to improve conditions, accept a service or product, or otherwise
support a plan of action. Proposals are often written in response to calls for
proposals (CFPs) or requests for proposals (RFPs). For example, a nonprofit child-
care facility may seek safer playground equipment, or a pharmaceutical company
may wish to develop a new Web-based education program for/ its employees.
These organizations would issue RFPs, and each interested vendor would prepare
a proposal that examines the problem, presents a solution, and defines the process
and associated fees.

. Reports —
ome reports are strictly informative (“Why Laptop

Computer Batteries Can Explode”); other reports recommend solutions to ur-
gent problems (“Recommended Security Measures for Airline Safety”); and
still others have an overtly persuasive goal, advocating a particular course of
action (“Why Voters Should Reject the Nuclear Waste Storage Facility
Proposed for Our County™).

THE IMPORTANCE OF PROOFREADING

No matter how engaging and informative a documentm Al technical
-nd make the writer look careless. Proofreading 1s vital in detecting easily documents should
be proofread
correctable errors such as these: carefully

‘Sentence errors, such as fragments, comma splices, or run-ons

.Punctuation errors, such as missing apostrophes or excessive commas
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CHAPTER 1 Introduction to Technical Communication

. Usage errors, such as “it’s” for “its”; “lay” for “lie”; or “their” for “there”

Mechanical errors, such as misspelled words, inaccurate dates, or incorrect
abbreviations

. Formatting errors, such as missing page numbers, inconsistent spacing, or
incorrect form of documenting sources

.Typographical errors (typos), such as repeated or missing words or letters,
missing word endings (say, -s or -ed or -ing), or an omitted quotation
mark

When_proofreading, refer to this book’s final page as well as the following
Strategies.

=

STRATEGIES
for Proofreading

» Save it for the final draft. Proofreading previous drafts might cause writer’s
block and distract you from the document’s rhetorigal features (content, organi-
zation, style, and design).

v

Take a break before proofreading your final document. Revisit your document
with a fresh, rested pair of eyes.

v

Work from hard copy. Research indicates that people read more perceptively
(and with less fatigue) from a printed page than from a computer screen.

v

Keep it slow. Read each word—don’t skim. Slide a ruler under each line or move
backward through the document, sentence by sentence. For a long document;
read only small chunks at one time.

v

Be especially alert for problem areas in your writing. Do you have trouble
spelling? Do you get commas confused with semicolons? Do you make a lot of ty-
pos? Make one final pass to check on any problem areas like these.

v

Proofread more than once. The more often you proofread, the more likely you
will catch all errors.

ever rely only on computerized writing aids. A synonym found in an elec-
tronic thesaurus may distort your meaning, and a computerized spell checker
cannot differentiate among correctly spelled words such as “their,” “they’re,” and
“there” or “nope” versus “hope.” In the end, nothing can replace your own careful

proofreading.
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The Importance of Proofreading 17

& CHECKLIST
for Effective Technical Communication

Does my document focus on the reader not the writer?

Is.the document efficient and accessible?

Is the document clear and easy to understand?

Does the document give readers what they need?

Have I used the appropriate media to convey my message?

Have I created the document to address a global audience as needed?
Am T able to work as part of a team?

Is the document sufficiently persuasive to get the response I want?

Is the document ethically acceptable?

Is the document based on careful research?

gooooogoonod

Does the document achieve its primary purpose (i.e., inform, instruct,
persuade)—or a combination of purposes?

U Have I proofread the document carefully?

APPLICATIONS

GENERAL APPLICATIONS

1. Write an email to your boss, requesting that the company pay your tuition for this
class. Explain how the class will help you be more effective on the job. Proofread
your email: Is it too long or too short? Is the tone professional or demanding? Did
you write from your perspective or the reader’s (your boss)?

2. Find an example of an informational document or a set of instructions or a per-
suasive letter. Identify in your document the features of effective technical writing
discussed in this chapter. Discuss your findings in class.

TEAM APPLICATION

Class members will work together often this semester. So that everyone becomes
acquainted, your task is to introduce to the class the person seated next to you.
(That person, in turn, will introduce you.) Follow this procedure:

a. Exchange with your neighbor whatever personal information you think the class
needs: background, major, career plans, communication needs of your intended
profession, and so on. Each person gets five minutes to tell her or his story.
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CHAPTER 1 Introduction to Technical Communication

b. Take careful notes; ask questions if you need to.
¢. Take your notes home and select only what you think the class will find useful.

d. Prepare a one-page memo telling your classmates who this person is. (See
pages 188 and 189 for memo elements and format.)

e. Ask your neighbor to review the memo for accuracy; revise as needed.

f. Present the class with a two-minute oral paraphrase of your memo and submit
a copy of the memo to your instructor.

GLOBAL APPLICATION

Technical documents are often read by international audiences. Some companies
handle this issue by translating their documentation into multiple languages; other
companies use a combination of words and pictures or just pictures. Find an exam-
ple of technical communication written for an international audience. You might
look at the instructions that came with your computer, cell phone, unassembled
bookshelves, or other products. Write a short memo explaining what techniques the
writer used to make the information useful for people who may not speak English
or who speak English as a second language.

COMPUTER/WEB-BASED APPLICATION

Use the Internet to research examples of technical communication that are com-
mon in your profession or major. For example, if you are studying electrical engi-
neering, what are the typical types of reports or studies you might need to write
when you get a job? Using the Checklist for Effective Technical Communication at
the end of this chapter, evaluate whether a selected document appears to be effec-
tive. Write a memo to your instructor explaining your findings. Include the Web
address (URL) for the document you found.

PEARSON N For additional technical writing resources that will help you master the chapter objectives,
t I go to www.mytechcommlab.com.
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LEARNING OBJECTIVES FORTHIS CHAPTER
» Organize and manage a team project
» Run a successful meeting
» Identify and manage team conflicts
» Review and edit the work of others on a team

» Understand that technical communication
is used by international audiences
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CHAPTER 2 Teamwork and Global Issues inTechnical Communication

wo vital technical communication skills introduced in Chapter 1 receive closer
examination here: working effectively in teams and recognizing global issues in
technical communication.

TEAMWORK IN TECHNICAL COMMUNICATION

Teamwork is a As noted previously, complex documents (especially long reports, proposals,

I;iﬁﬁ?g:lpa” of and -manuals) are rarely created by one person working alone. In the work-

communication place, such documents are typically produced by teams of writers, engineers,
graphic artists, editors, reviewers, marketing personnel, lawyers, and other
professionals.

Teams can work in person or virtually. Usually, though, teamwork involves a
combination of face-to-face meetings and technology-facilitated exchanges, such
Characteristics of as those via the phone, email, or the Web. Whether the team shares information
iﬁ;i}:‘éﬁ;"{;ﬁﬁ‘;” in person or virtually, members have to find ways of openly sharing their ideas,
expressing their views persuasively, giving and accepting constructive criticism,
and reaching agreement with others who hold different views. Teamwork is suc-
cessful only when there is strong cooperation, a recognized team structure, and
clear communication. The following Strategies explain how to work on a team
project systematically.

RATEGIES
for Organizing a Team Project

» Appoint a group manager. The manager assigns tasks, enforces deadlines, con-
ducts meetings, consults with supervisors, and “runs the show.”

» Define a clear and definite goal. Compose a purpose statement that spells out
the project’s goal and the plan for achieving the goal. Be sure each team member
understands the goal.

» Identify the type of document required. Is this a report, a proposal, a manual,
or a brochure? Are visuals and supplements (abstract, appendices, and so on)
needed? Will the document be in hard copy, digital form, or both?

» Divide the tasks. Who will be responsible for which parts of the document or
which phases of the project? Who is best at doing what (writing, editing, layout
and graphics, oral presentation)? Which tasks will be done individually and

>
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Teamwork in Technical Communication

STRATEGIES continued

which collectively? Spell out—in writing—clear expectations for each team
member. Also keep in mind that the final version should display a consistent style
throughout, as if written by one person only.

v

Establish a timetable. A timetable will help the team visualize the whole project,
each part of the project, and completion dates for each phase.

» Decide on a meeting schedule. How often, where, and for how long will the
group meet?

» Establish a procedure for responding to each other’s work. Will reviewing and
editing be done in writing; face-to-face, as a group, one-on-one, or online?

v

Develop a file-naming system for various drafts. Be careful about saving docu-
ments. It’s too easy fo save over a previous version and lose something important.

v

Establish procedures for dealing with interpersonal problems. How will dis-
putes be discussed and resolved (by vote, by the manager, or by other means)?
How will irrelevant discussion be curtailed?

v

Select a group decision-making style. Will decisions be made by the group
manager alone, by group input, or by majority vote?

v

Decide how to evaluate each member’s contribution. Will the.manager assess
each member’s performance and in turn be evaluated by each member? Will
members evaluate each other? What are the criteria?

» Prepare a project planning form. Figure 2.1 shows a sample form. Distribute
completed copies to members.

v

Submit regular progress reports. These reports (see pages 295-298) track activi-
ties, problems, and rate of progress.

Running Successful Meetings

Despite the many digital tools available for collaboration (see page 24), face-to-face  Face-to-face
meetings provide vital personal contact. Meetings are usually scheduled for one of i'gf;mgtsioar::ﬁ;:her
two purposes: to convey or exchange information or to make decisions. Informa-  decision based
tional meetings tend to run smoothly because there is less cause for disagreement.

But decision-based meetings often fail to reach clear resolution because the meeting

leader fails to take charge. Running a meeting doesn’t mean imposing one’s views or

stifling opposing views, but it does mean keeping the discussion moving and cen-

tered on the issue, as explained in the Strategies on page 22.
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22 CHAPTER 2 Teamwork and Global Issues inTechnical Communication

FIGURE 2.1
Project planning Project Planning Form
form

Project title:

Audience:

Project manager:

View the Project
Team members:

Planning Form,at
mytechcommlab Purpose of the project:

Type of document required:

Specific Assignments Due Dates
Research: Research due:
Planning: Plan and outline due:
Drafting: First draft due:
Revising: Reviews due:
Preparing final document: Revision due:
Presenting oral briefing: Progress report(s) due:

Final document due:

Work Schedule

Team meetings: Date Place Time Note-taker
#1
#2
#3
etc.

Mtgs. w/instructor
#1
#2
etc.

Miscellaneous
How will disputes and grievances he resolved?
How will performances be evaluated?
Other matters (Internet searches, email routing, online conferences, etc.)?

STRATEGIES

for Running a Meeting

» Set an agenda. Distribute copies of the agenda to participants beforehand: “Our
10 A.M. Monday meeting will cover the following items: . .. ” Spell out each item,
set a strict time limit for discussion of each item, and stick to this plan.

=l
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Teamwork in Technical Communication

STRATEGIES continued

» Ask each person to prepare as needed. A meeting works best when each partici-
pant makes a specific contribution. Appoint someone to take notes or minutes,
and appoint others to other roles, such as doing background research on a partic-
ular topic that will be discussed.

» Appoint a different “observer” for each meeting. This person’s job is to take
notes on what aspects of the meeting did or did not work well.

» Begin by summarizing the minutes of the last meeting. This process will ensure
that the conversation in this meeting moves beyond what was concluded previ-
ously. (For preparing meeting minutes, see pages 304-305.)

» Give all members a chance to speak. Don’t allow anyone to monopolize. At the
same time, encourage quiet members to contribute.

» Stick to the issue. Curb irrelevant discussion. When the conversation strays,
politely nudge members back on track.

» Keep things moving. Don’t get hung up on a single issue. Work toward a con-
sensus by highlighting points of agreement and pushing for a resolution.

» Observe, guide, and listen. As the meeting leader, don’t lecture or dictate.
Instead, take charge by steering the group discussion.

» Summarize major points before calling for a vote. Paraphrase what has been
discussed to be sure that everyone has understood the major points and so that
clarifications or corrections can be made before the vote.

» End the meeting on schedule. This is not a hard-and-fast rule. If you feel the is-
sue is about to be resolved at the meeting’s end time, continue. Understand, how-
ever, that some participants may need to leave for other appointments.

Using Technology to Help with Team Projects

Teams are increasingly distributed across different job sites, time zones, and coun-  Digital technology
tries. Even for a school project, you and the other team members may have very f:a”n:’:::%ﬁgé‘;ﬂne
different work schedules and may need to meet virtually. The Internet—via email,

streamed video, instant messaging, blogs, and other communication tools—offers

the primary means for virtual teams to interact. In addition, tools such as computer-

supported cooperative work (CSCW) software and project management software

(such as Microsoft Project) can be helpful.

For personal contact, face-to-face meetings are essential. But virtual collabora- ~ Advantages of virtual
tion may allow some people to feel more secure about saying what they really ~collaboration
think because they eliminate public speaking fears as well as “status cues” such as
age, gender, appearance, or ethnicity (Wojahn 747-48).
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CHAPTER 2 Teamwork and Global Issues inTechnical Communication

Various technologies enable virtual teams to work together:

Virtual collaboration ¢ Teleconferencing. The oldest form of virtual collaboration—still very much
technologies in use—occurs when multiple callers hold a conference via the telephone.

* Email. The most popular tool today, email is great for keeping track of discus-
sions among multiple recipients.

¢ Instant messaging (IM). IM is a fast and easy way to hold a real-time conver-
sation among multiple people, as long as they are all logged in.

* Project management software. Most large organizations use dedicated software,
such as Microsoft Project, to manage complex team projects.

¢ Editing software. Editing tools allow multiple users to see each other’s edits
(which are tagged by the user’s initials) and to accept or reject those changes.
An example is Microsoft Word’s “track changes” feature.

« Digital whiteboards. These tools provide a large screen that allows partici-
pants to write, sketch, and erase from their own computers in real time.

¢ Web conferencing. A password-protected Web site provides the medium for
this more contemporary version of teleconferencing.

¢ Blogs. Short for “Web logs,” blogs allow users to create postings or add com-
ments to previous postings as a way for teams to share and refine ideas.

* Intranets. Intranets are sites set up for internal company use only. Users can
access files, blogs, and other information.

¢ Wikis. These Web sites can be set up to allow access only to those directly in-
volved in the project. When a team member edits a document, a new version is
created and old versions saved.

Identifying and Managing Group Conflicts

Even when all team members have good working relationships and positive atti-
tudes, conflicts still can arise, usually because of the following differences:

+ Interpersonal differences. People might clash because of differences in per-
Differences that may sonality, working style, standards, or ability to take criticism. Some might dis-
lead to group conflict agree about exactly what or how much the group should accomplish, who
should do what, or who should have the final say. Some might feel intimidated
or hesitant to speak out. These interpersonal conflicts can actually worsen
when the group interacts exclusively online; lack of personal contact makes it

hard for trust to develop.

* Gender differences. Research on the ways women and men communicate in
meetings indicates a definite gender gap: Women tend to be more hesitant to
speak up, and when they do, they are often seen as overbearing. In contrast,
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Teamwork in Technical Communication

men tend to speak up and sometimes dominate discussions, and when they
do, they are typically considered strong and leadership oriented. People of
either gender can be soft-spoken and reflective; but such traits most often are
attributed to the “feminine” stereotype.

* Cultural differences. International business expert David A. Victor writes
about cultural codes that influence interaction in group settings. According to
Victor, some cultures value intuition and ambiguity more than hard evidence
or data, or they prioritize politeness and personal relationships more than
business relationships. Cultures also differ in their perceptions of time. Some
are “all business” and like to get directly to the point; others take as long as
they feel is needed to weigh the issues and come to carefully considered con-
clusions (233). Finally, cultures differ in their accepted methods of communi-
cation, varying in their willingness to express disagreement, question or be
questioned, leave things unstated, or use nonverbal language (shaking hands,
kissing, hugging, making eye contact, using facial expressions) (206).

When group conflicts do arise, deal with them directlyand openly by using the fol-
lowing Strategies.

STRATEGIES
for Managing Team Conflicts

» Listen actively. Perhaps the most constructive way to manage team conflict is to
avoid it by really listening to others. Listening actively means focusing your atten-
tion when people speak, keeping your mind open to what they say, letting them
finish before you interject, using direct eye contact and body language that com-
municates interest, and asking for clarification when genuinely needed. In short,
observe the 90/10 rule: listen 90 percent of the time, and speak only 10 percent of
the time. As President Calvin Coolidge once said, “Nobody ever listened himself
out of a job.” Some historians would argue that “Silent Cal” listened himself right
into the White House.

» Avoid gender and cultural bias. Respect the fact that men and women must be
treated equally as team members, and understand that assertiveness and reserve
are qualities of both genders. Also, do not assume that one culture’s approach to
business, time, or communication is better than that of another.

» Research cultures other than your own. Apply what you learn to situations in
which you collaborate with members of multiple cultures.

» Give everyone a chance to be heard. Encourage quieter members to speak up
and curtail dominating members from speaking excessively.

-»
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26 CHAPTER 2 Teamwork and Global Issues inTechnical Communication

STRATEGIES continued

» Take everyone’s feelings and opinions seriously. Don’t play favorites. Every
team member has something valid to contribute.

v

Don’t be afraid to disagree. Politely let other team members know if you don’t
agree with their ideas or opinions. Your point of view is as important as anyone
else’s.

v

Offer and accept constructive criticism. Criticism focused on helping reach the
team’s goal, as opposed to seeming like a personal attack, creates an atmosphere
of open communication.

v

Find points of agreement with others who hold different views. Although you
might not-agree with everyone in the group, find those points on which you do
agree.

» When the group does make a decision, support it fully. At some point, decisions
must be made. If you are outvoted, accept the fact that a vote is binding and that
you represent the group as.a whole, even if you disagree with the final decision.

Reviewing and Editing the Work of Others

The progcess of Documents produced in teams must be reviewed and edited extensively. Reviewing
é‘;‘gﬁ"n‘;':r?ta means evaluating how well a document connects with its.audience and meets its

purpose. When reviewing, you explain to the writer how you respond as a reader;
you point out what works or doesn’t work. This commentary helps the writer
think about ways of revising. Reviewers typically examine a document to make
sure it includes these features:

Qualities reviewers  accurate, appropriate, useful, and legal content
look for . . .
» material organized for the reader’s understanding

* clear, easy-to-read, and engaging style

« effective visuals and page design

The process of Editing means polishing a document by making it more precise and readable

editing a document 4t the sentence and word level. Editing may happen simultaneously with review-
ing, but usually it comes after a document has been reviewed and revised—when
the more global considerations of content, organization, style, and design have
already been resolved and the editor can focus on more particular details. Editors
typically suggest improvements such as these:

Types of “fixing” that  rephrasing or reorganizing sentences

editors do e .
« clarifying a topic sentence
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@ Watch the Video

» choosing a better word or phrase on Peer Reviewing
. . . aTechnical Document at
e correcting spellmg, usage, punctuation, and so on mytechcommlab

For a team project, at work or at school, you can each take turns reviewing and
editing drafts of the document by using the following Strategies.

STRATEGIES
for Peer Review and Editing

» Read the entire piece at least twice before you comment. Develop a clear sense
of the document’s purpose and-audience. Try to visualize the document as a
whole before you evaluate specific parts,

» Focus first on the big picture. Begin-with the document’s content and organiza-
tion. Is the document appropriate for its‘audience and purpose? Is the supporting
material relevant and convincing? Is the discussion easy to follow? Does each
paragraph do its job? Do all the visuals serve a distinct-and appropriate purpose?
Is the design appropriate for this document?

» Be honest but diplomatic. Say what you think, but do’t merely offer negative
comments. Begin with something positive before moving to suggested improve-
ments. Maintain a supportive tone.

» Explain why something doesn’t work. Instead of “this paragraph is confusing,’
say “because this paragraph lacks a clear topic sentence, I had trouble discovering
the main idea.” Instead of “T don’t like this visual,” say “this visual doesn’t work, not
only because it is a little blurry, but also because it doesn’t add to the discussion.”

» Make specific recommendations for improvements. Write out suggestions in
enough detail for the writer to know what to do. Don’t just say “I think you should
add a chart here” Instead offer “I think you should add a new chart here to show all
the numerical information you've provided in an easy-to-understand visual way.”

» Don’t expect everyone to agree with your suggestions. Even professional editors
can disagree. Offer your best advice but don’t dictate—others may have better sug-
gestions. If different readers offer conflicting opinions of what needs to be revised,
seek your team leader’s opinion or take it to a vote.

» Understand the acceptable limits of editing. Don’t simply rewrite an entire
document in your own words. Although changes can range from making a few
suggestions and additions to closely editing every paragraph, always preserve the
author’s original vision and style.

» Focus next on the particulars. Once the document has been reviewed and revised
for content, organization, style, and design, refine the sentences and word choice—
and proofread several times.
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CHAPTER 2 Teamwork and Global Issues inTechnical Communication

GLOBAL ISSUES INTECHNICAL
COMMUNICATION

Why global issues Employees who work across different continents, countries, and cultures must pay
fgg;:};’:ﬁz;::ce special attention to various customs and values. Key to this practice is “face saving.”
No one wants to be embarrassed in public, have his or her traditions or values criti-
cized, or be treated with disrespect. All these situations represent a loss of “face.” But
people in different cultures have different views about what is embarrassing or
insulting. For example, in some cultures a “tell it like it is” approach is considered
rude, while in others, body language such as leaning back in your chair and crossing
your arms-signals disrespect.
Do your research on If you are working on a team project and the team spans different countries
E"::{::;L"E:I'mre and cultures, do some research to learn about your team members, to appreciate
their frame of reference, and to establish common ground. You may find, for
example, that your team members in another country value a slower, more patient
approach or put a value on oral communication (by phone or video conference)
rather than written communication at certain stages of the project.
Remember that any Any document can reach across the globe. For example, the instructions you
fr‘;‘;;m‘i"t’t‘; dmgﬁzt?:”y write for a new cell phone may well end up on a Web site, where they will be used
by customers worldwide. Some international readers of your instructions may be
offended by commands in strongly worded imperative forms, such as “STOP: Do
Explore the Concept  Not insert the storage card until you reach Step 3.” Or they may be baffled by icons
o vith the Case Study—and other visuals that have no meaning in their culture.
at mytechcommlab Documents may originate in English but then be translated into other lan-
guages. In these cases, writers must be careful to use English that is easy to trans-
late. Idioms, humor, and analogies are often difficult for translators. One famous
example of translation difficulty is the case of the Chevrolet Nova, a car that was
successful in the United States but met resistance in Latin America. When trans-
lated into Spanish, Nova means “Does Not Go™!
For more advice on global communication, see the following Strategies as well
as advice throughout this book.

STRATEGIES
for Global Technical Communication

» Learn as much as possible about the culture and background of your team
members or customers. Use the Internet or find books that can help you un-
derstand the communication norms for the countries or cultures with which
you will be working.

-»
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STRATEGIES continued

» Be respectful and considerate. Do nothing that will cause anyone to lose face.

»_Avoid the use of humor, slang, and idioms. These items are culturally specific,
do not translate well, and could be misunderstood by nonnative audiences.

» Avoid stereotyping. Violating a person’s cultural frame of reference is offensive,
but so is reducing individual complexity to a laundry list of cultural stereotypes.
Any generalization about a culture is just that—a generalization. People are still
individuals and should be respected as such.

J CHECKLIST
for Teamwork and Global Issues

TEAMWORK

[ 1 Has our team appointed a team manager?

O Does the team agree on the type of document required?

[1 Do we have a plan for how to divide the tasks?

O Have we established a timetable and decided on a meeting schedule?
O Do we have an agenda for our first meeting?

U Do we have a clear understanding of how we will share drafts of the docu-
ment and how we will name the files?

U Have we decided what technology we should use for our collaboration
(e.g., track changes; a wiki; a blog)?

[1 Are we using the project planning form (page 22) to help us get organized?

GLOBAL ISSUES

O Do I understand the communication customs of the international audience
for my document?

O Is my writing clear and direct, so that it is easy to translate?

0 Have I avoided idioms, humor, and slang?

[0 Have I avoided stereotyping of different cultures and groups of people?
[J Does my document enable everyone to save face?
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30 CHAPTER 2 Teamwork and Global Issues inTechnical Communication

APPLICATIONS

GENERAL APPLICATION

Find an example of technical communication: a manual for your new computer, a
medical or technical report from the Web, or a technical brochure. Write a brief
description of places in this document where you think teamwork was important
or where you think the writers considered (or ignored) the importance of writing
for a global audience.

TEAM APPLICATION

Write a short memo to your instructor describing the role of teams in a company,
organization, or campus group where you have worked or volunteered. Your
memo should address questions such as what type of projects your team worked
on, how the teams were organized, what worked, and what did not work.

GLOBAL APPLICATION

The techniques that are effective in one culture may fail in a different culture. Do a
Web search on “intercultural communication” and locate a topic that is important
for technical communication. For instance, you might locate information about
the different ways in which certain types of visuals that are acceptable in one cul-
ture are not in another. Write a short summary of your findings, cite your sources,
and present your information in class.

COMPUTER/WEB-BASED APPLICATION

The Internet has made it easy for companies to have teams that are spread out
across the globe. Locate a professional who works in a technical or scientific ‘area
and interview that person about what technologies they use for their global, vir-
tual team meetings. Ask about both the pros and the cons of global, virtual teams.

PEARSON I For additional technical writing resources that will help you master the chapter objectives,
th go to www.mytechcommlab.com.
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LEARNING OBJECTIVES FORTHIS CHAPTER

» Apply critical thinking to your research

» Understand the difference between primary and
secondary research

» Locate the Web-based and hard-copy secondary
sources you need

» Consult primary sources via inquiries,
informational interviews and surveys,
observations, and experiments
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CHAPTER 3 The Research Process in Technical Communication

I technical communication requires some degree of research, even if that re-

search merely entails checking a fact or consulting a colleague before writing a
memo, letter, or email. This chapter explains how to conduct more complex research
for such technical documents as long reports and proposals. As you read, consider
how research in technical communication often differs from research conducted in
an academic setting.

THINKING CRITICALLY ABOUT RESEARCH

Most major decisions in the workplace are based on careful research, often with

- the findings recorded in a written report, in a long memo, on a Web site, or in
some combination of documents. The types of research you will perform as a
technical communicator depend largely on your workplace assignment.

Not all findingswill be of equal value. For instance, if you really want to know
how well the latest invention in robotic surgery works, you need to check with
sources other than the inventor (from whom you could expect an overly optimistic
or insufficiently critical assessment). Likewise, if you only consult books published
before 1990 and don’t consult any online sources, you are not likely to get a current
and balanced view. Further, if you interpret your findings inaccurately—say, by
ignoring a study that contradicts your viewpoint or claim—your research will be

invalid.
Why critical thinking Whether you work with your own findings or the findings of other
:f] f::gg:'c‘;' researchers, you need to decide if the information is reliable. Then you need to

decide what your information means. Critical thinking means that you test the
quality of your information and the accuracy of your interpretations. Instead of
accepting information at face value, you examine, evaluate, verify, analyze, and
weigh alternatives during every stage of your research. You use critical thinking to
examine your evidence and your reasoning to discover new connections and new
possibilities and to test the soundness of your conclusions. The following Strate-
gies provide specific guidelines.

STRATEGIES
hinking Critically about Research

k the right questions. To get the right answers, start by asking the right ques-
tions. Instead of researching an overly general topic that will lead to an enormous
variety of information, such as “genetically modified foods,” ask a specific, nar-
rowed question, such as “What are the positive and negative effects of genetically
modified foods on human health?”

-
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Primary Versus Secondary Sources

STRATEGIES continued

Explore a balance of views. Consider your research topic from a variety of
angles. Don’t just consult one expert because experts may disagree. Instead find
out what multiple experts say and examine the points on which the experts agree
and disagree.

lore your topic in sufficient depth. Different sources of information represent
different levels of detail and dependability. At the surface layer is information from
the popular press (newspapers, commercial Web sites, TV shows). This surface
information may be useful and valid, but you should also go further and explore
deeper levels, such as trade and business publications and Web sites or specialized
literature (journals and Web sites from professional associations and government
sources).

valuate your sources. The information you find may be incomplete or mislead-
ing. While you can’t always verify that a source is trustworthy, you can weed out
unreliable sources by looking for common ground among sources, by determining
if any of them are driven by an agenda, and by checking the source’s credentials.

nterpret your findings objectively. Examine what you've uncovered from mul-
tiple angles. Do your findings support only one viewpoint or are there several
ways to interpret them? If your research yields indefinite findings, don’t try to
force a definite conclusion. A wrong conclusion is worse than an‘indefinite one.

PRIMARY VERSUS SECONDARY SOURCES

conduct-  How primary and

e, events, or processes in action. Z?;Zpdaw research

and articles in print or online. Most informa-
tion found on the Internet would be considered a secondary source. Some Web-
based information is more accurate than others; for instance, a Web page created

by a high school student might be interesting but not overly reliable, whereas a

Web site that is the equivalent of a traditional secondary source (encyclopedia,

research index, newspaper, journal) would be more reliable for your research.

Whenever possible, combine primary and secondary research. Typically, you  Why you should
would start by using secondary sources because they are readily available and can Zﬁ?g;’;iﬁé;":f’y
help you get a full background understanding of your topic. However, don’t neglect  research
to add your own findings to existing ones by doing primary research. Working with
primary sources can help you expand on what other people have already learned
and add considerable credibility to your work. For instance, assume that your boss
asks you to write a report about how successfully your company’s new product is
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CHAPTER 3 The Research Process in Technical Communication

being received in the marketplace: you might consult sales reports and published
print and online reviews of the product (secondary research); but you might also
survey product users and interview some of them individually (primary research).

EXPLORING SECONDARY SOURCES

F Secondary sources include Web sites; online news outlets and magazines; blogs
and wikis; books in the library; journal, magazine, and newspaper articles; govern-

ment publications; and other public records. Research assignments begin more
effectively when you first uncover and sort through what is already known about
your topic before adding to that knowledge yourself.

Pros and cons of Although Internet searches are becoming the norm, thorough research often

using hard-copy requires careful examination of hard-copy sources as well. The advantages and

versus Web-based . . . :

secondary sources drawbacks of each search medium, listed in Table 3.1, provide good reason for
exploring both.

TABLE 3.1 Benefits Drawbacks

Hard-copy versus

Web-based — .Available on library shelves, (#\Time-consuming and

sources: benefits where you might also find inefficient to search

and drawbacks related material

asy to determine author, .)f'fer only text and images
publication date, and page
number

.asier to preserve and .—lard to update

keep secure

— .\llore current, efficient, .\ccess to recent material

and accessible only

. Searches can be narrowed .Not always reliable
or broadened

'.an offer material that has User might get confused
no hard-copy equivalent by too many choices

Locate Web-based Information in virtually any format—journals, newspapers, and magazines; gov-

E‘;“L‘I’;‘:; rzusl;’jg;‘t:es ernment documents and research reports; corporate Web sites; library databases—
directories and can be accessed on the Internet. To find various sites on the Web,

e enanes - tools: subject directories and search engines.
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Exploring Secondary Sources 35

. . Subject directories are m s
and sort the most useful links. Popular general subject

directories include Yahoo! Directory <dir.yahoo.com>, About.com <www.about.

com>,and Librarians’ Internet Index <www.lii.org>. Specialized directories focus &gy Watch the Video
on.a single topic such as software, health, or employment. See Beaucoup!, a Sub]?;c?'ca,:l‘i’x"g
“directory of directories,” at <www.beaucoup.com> for listings of specialized at mytechcommlab

directories organized by category.

. *Search engines, such as Google <www.google.com>, Ask
<www.ask.com>, Yahoo! Search <search.yahoo.com>, and AltaVista <www.
altavista.com>, scan for Web sites containing key words. Even though search
engines yield a lot more information than subject directories, much of it can be

irrelevant. Some search engines, however, are more selective than others, and
some focus on specialized topics.

Explore the Concept
with the Case Study
on Online Research

To research on the Internet, use the following Strategies. at mytechcommlab

RATEGIES
for Researching on the Internet

Expect limited results from any one search engine or subject directory. No sin-
gle search engine, not even a popular one like Google, can index more than a
fraction of material available on the Web. No subject directory will list the same
Web sites as another.

» When using a search engine, select keywords or search phrases that are varied
and technical rather than general. Some search terms generate more useful hits
than others. In addition to “electromagnetic radiation,” for example, try “electro-
magnetic fields,” “power lines and health,” or “electrical fields.” Specialized terms
(say, “vertigo” versus “dizziness”) offer the best access to reliable sites. However, if
you are not able to locate much by using a specialized term, widen your search
somewhat.

» When using a subject directory, drill down to an appropriate level of speci-
ficity. Don’t rely on finding what you need at the top, or most general, topic level
(e.g., “business” or “education”). The best subject directories will be organized
into multiple levels of specificity. Keep digging until you either find what you
want or discover that the subject directory doesn’t list topics relevant to your
research.

» Consider the domain type (where the site originates). Standard domain types in the
United States include .com (commercial organization), .edu (educational institution),

>
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36 CHAPTER 3 The Research Process in Technical Communication

STRATEGIES continued

.gov or .mil (government or military organization), .net (general usage), and .org
(nonprofit organization). While a .com site or a .net site may contain reliable informa-
tion, you may be better off with a .gov or .mil site that provides official government in-
formation, an .edu site that is written by discipline-specific experts, or an .org site that
is written by parties who specialize in a particular area.

v

Identify the site’s purpose and sponsor. Is the intent merely to relay informa-
tion, to sell something, or to promote an ideology or agenda? The domain type
might alert you to bias or a hidden agenda. A .com site might provide accurate in-
formation but also some type of sales pitch. An .org site might reflect a political
or ideological bias. Looking for a site’s sponsor can also help vou evaluate its
postings. A" Web site about the dangers of bioengineered foods sponsored by an
advocacy organization may be biased toward one point of view. Figure 3.1 shows
a Web site that advocates a particular agenda.

v

Look beyond the style of a site. Sometimes the most reliable material resides in less
attractive, text-only sites. A flashy site does not necessarily indicate reliable content.

v

Assess the currency of the site and its materials. When was the material cre-
ated, posted, and updated? Many sites have not been updated in months or years.

v

Assess the author’s credentials and assertions. Check the author’s reputation,
expertise, and institutional affiliation (university, company, environmental
group). Do not confuse the author (the person who wrote the material) with the
Webmaster (the person who created and maintains the site). Follow links to other
sites that mention the author. Where, on the spectrum of expert opinion and
accepted theory, does this author fall? Is each assertion supported by solid
evidence? Verify any extreme claim through other sources, such as a professor or
expert in the field. Consider whether your own biases might predispose you to
accept certain ideas.

v

Use bookmarks and hotlists for quick access to favorite Web sites. It is always
frustrating when you can’t find a helpful Web site that you accessed previously
but didn’t bookmark.

Save or print what you need before it changes or disappears. Web sites often
change their content or “go dead.” Always record the Web address and your
access date.

v

v

Download only what you need; use it ethically; obtain permission; and credit
your sources. Unless they are crucial to your research, omit graphics, sound,
and video files. Do not use material created by others in a way that disrespects or
otherwise harms the material’s creator. For any type of commercial use of mate-
rial from the Web, obtain written permission from the source’s owner and credit
the source exactly as directed by its owner. For more information on copyright,
see Chapter 19 and Appendix A.
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Exploring Secondary Sources

L
‘ ‘% INSTITUTE FOR
A4 RESPONSIBLE TECHNOLOGY
Your Consumer Safety Partner
www.responsibletecknology.org
Home | Donate | Media Center | Newsletter | Contact Us

Campaign for
Healthier About the About GM
Eating in Institute Foods
America

rBGH in Dairy Non-GMO Take Action Educational
Products Shopping = Materials
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| Health Risks
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Dangers of Genetically Engineered Foods

(Footnotes refer to pages in the book Seeds of Deception by Jeffrey M. Smith.)

The following presents some of the dangers of genetically engineered foods and reasons why avoiding them is an important step to
safeguard our health. The footnotes refer to page references in the book Seeds of Deception;, there you can find meticulously
documented evidence that leaves no doubt that GM food should never have been approved.

For a more in-depth look at 65 health risks of GM foods, excerpted from Jeffrey Smith’s comprehensive new book Genetic Roulette: The
Documented Health Risks of Genetically Engineered Foods, click here.

For more information, see also these articles:

firey Smith's Testimony to the EPA - Jun 7
Genelically Modified Foods Are Inherently Unsaf
netically Engineered F. P Higher Risk for Children
Case Study on Industry Research: Soy Study by klonsan
Inhaled GI Haize Pollen May Cause Disease
Ii Food Promoter Transfers to Rat Cell
Gl Vaccines Recombine into Unpredictable Hybrid Viruses in Human and Animal Cells
A dl idemic and the Attempt to Hide its Link b netic Engineerini
ortality i W Iothers Were Fi i
Terje Traavik, PhD, responds to criticism about his studies
Aricle update linking health problems in the Philippines with Bt corn

® 8 & 8 8 8 e 88 s

The biotech industry claims that the FDA has thoroughly evaluated GM foods and found them safe. This is untrue. Internal FDA
documents made public from a lawsuit, reveal that agency scientists warned that GM foods might create toxins, allergies. nutritional

31140
problems, and new diseases that might be difficult to idam'rly.‘ . Although they urged their superiors to require long-term tests on each
GM variety prior to approval, the political appointees at the agency. including a former attorney for Monsanto. ignored the scientists.

b

%

Official policy claims that the foods are no different  and do NOT require safety testing. A manufacturer can introduce a GM food without
ir

even informing the government or consumers. A January 2001 report from an expert panel of the Royal Society of Canada said it was

FIGURE 3.1 A Web site that advocates a particular viewpoint

Source: From the Institute_ for ResguonsibleTech nolojq% website, <www.resp0nsib|etechnolo%y.or%z )
Frn e%b\x’ﬁﬁupségdent (s 120000508 @seu.edu.sa)on 10710/2013 from 2.89.36 159 authonzed to use uftll 3/72014 . Use beyond the authorized user or
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CHAPTER 3 The Research Process in Technical Communication

Following are the principal €ategories of information sources on the Internet.

@ Watch the video - General Commercial, Organizational, and Academic Web Sites. Search

sita® ;”mﬁiﬁﬂﬁg’;?nv,‘fﬁ:b engines pull up a wide variety of hits, most of which will be commercial (.com),
organizational (.org), and academic (.edu) Web sites. If the content within a
commercial site looks directly relevant to your search, by all means use it, as long
as you think critically about the information presented. Does the fact that the
company is likely trying to sell you something affect the content? Be careful also of
organizational Web sites, which are likely to be well researched but which may
have a particular social or political agenda. Are the opinions expressed by the
organization designed to sway you to their agenda? Academic Web sites tend to be
credible. However, some academics may also have biases, so never stop thinking
critically about what you find on the Web.

Government Web Sites. Search engines will also pull up government Web sites,
but your best way to access them'is by going through the U.S. government’s Web
portal at <www.usa.gov>. Most government organizations (local, state, and federal)
have a Web site and online access to.research and reports. Examples include the
Food and Drug Administration’s Web site at <www.fda.gov>, which offers
information on food recalls, clinical drug trials, and countless related items; and the
Federal Bureau of Investigation’s Web site at <www.fbi.gov>, which provides
information about the most wanted fugitives in the United States, tips on how to
avoid being the victim of a crime, and much more. State and local sites provide
information on auto licenses, state tax laws, and local property and land issues.
From some of these sites you can link to specific government-sponsored research
projects.

Be sure to check the dates of reports or data you locate on a government Web
site, and find out how often the site is updated.

Online News Qutlets and Magazines. Most major news organizations offer
online versions of their broadcast and print publications. Examples include online
versions of newspapers such as The New York Times <www.nytimes.com> and The
Wall Street Journal <online.wsj.com>, CNN <www.cnn.com>, and National
Public Radio <www.npr.org>. Major magazines, such as Time <www.time.com>,
Newsweek <www.newsweek.com>, Forbes <www.forbes.com>, and other more
specialized magazines also offer Web versions. Some news is available online only,
as in the online magazines Slafe <www.slate.com> and Salon <www.salon.com>.

Make sure you understand how the publication obtains and reviews informa-
tion. Is it a major news site, such as CNN, or is it a smaller site run by a special-
interest group? Each can be useful, but you must evaluate the source. Also keep in
mind that many online magazines have a particular political bias. Is the magazine
conservative or liberal in its point of view?
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Exploring Secondary Sources

.Blogs. Blogs

and attached discussions are displayed in reverse chronological order, with the
newest topic first, and an index of previous posts or an internal search engine
leading to previous postings/discussions. Links that the owner has hand chosen
also supply ways to connect to other blogs on the same or similar topics. Blogs
are great for finding current information from individuals, companies, and
nonprofit_organizations that are knowledgeable about particular topics. You
will find more blogs than you can use, so you need to evaluate the information
on individual blogs carefully and decide which ones are most relevant and
reliable,

Colleges and universities also host blogs as a way to support classroom teach-
ing, provide space for student discussion;allow faculty to collaborate on research
projects, and more. One excellent example is the University of Minnesota’s
UThi . -

(whether an individual, company, organization, or academic institu-
tion) and of those who reply to the blog postings. Check any information you find

on a blog against a professionally edited or peer-reviewed source:

OWikis.

www.wikipedia.org>. The
theory of a wiki is that if the information from one posting is wrong, someone else
will correct it, and over time the site will reach a high level of accuracy and
reliability.

Always keep in mind that many wikis have no oversight. Aside from a few
people who determine whether to delete articles based on requests from users,
the content on a wiki is not checked by editors for accuracy. Always check infor-
mation you find on a wiki against several other peer-reviewed or traditional
sources. Remember that most of what is posted on a wiki has not been evaluated
objectively.

.Internet Forums and Electronic Mailing Lists. For almost any topic
imaginable, you will find a Web forum, or discussion group, such as <discussions.
apple.com/index.jspa> for users of Apple products. One way to locate relevant
forums is to search through one of the major Internet forum providers. For instance,
if you are researching a health-related issue such as stress among college students,
you might want to visit Google Groups <groups.google.com> or Yahoo! Groups
<groups.yahoo.com> and join a group related directly to that issue. As with blogs,
you will find more Internet forums than you could ever possibly use, so choose them
with care.
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CHAPTER 3 The Research Process in Technical Communication

Electronic mailing lists, or e-lists, are essentially the same as Internet forums.
Most Internet forums offer two options: either subscribing to and visiting the
forum via the Web or subscribing to and receiving messages and responses from
participants directly into your email inbox. Messages may be sent to the entire
group, or you may reply to participants individually.

Material you find on Internet forums or receive via e-lists may be insightful
but may not represent an adequate range of responses. Visit a variety of forums or
subscribe to multiple e-lists to get a broad perspective on the issue. Information
posted on Internet forums or sent out to e-list subscribers may or may not be
moderated (approved by a reviewer prior to being posted). Unmoderated material
is usually less reliable.

E-Libraries. Entirely searchable via the Internet, e-libraries are excellent research
tools. Aside from the online sites sponsored by most public libraries, the most
notable e-library is the Internet Public Library at <www.ipl.org>, an online-only,
noncommercial, and academically reliable virtual library founded by the University
of Michigan’s School of Information. Like other e-libraries, the Internet Public
Library includes links to online books, magazines, and newspapers, along with
online ready references (almanacs, dictionaries, encyclopedias, etc.), links to
periodical databases, online exhibits, links. to special collections organized by
subject area, and even “live” librarians.

Although e-libraries can be extremely useful stand-ins for traditional, physical
libraries, they can never entirely take the place of traditional libraries. They are
limited to resources available in electronic form, which will not include current
books under copyright or a wide range of magazine and newspaper articles and
other resources. Supplement what you discover at an e-library with hard-copy
materials from a traditional library.

Periodical Databases. Virtually all libraries have their own Web site where, if
vou are a library cardholder or a student, you can access a wide variety of
periodical databases. Periodical databases are electronic collections of articles from
newspapers, magazines, journals, and other publications. You can search these
databases by title, author, keyword, and so on.

When searching a periodical database, follow the same keyword guidelines
you would use when searching the Internet (page 35); for instance, narrow your
search when you get too many hits or expand your search if you don’t find enough
relevant material. Once you have typed in your keyword(s), you will be presented
with a citation page that includes some or all of the following information:
author(s), title, source, subject area, abstract (a brief summary of the article),
ISSN (International Standard Serial Number—an identifier for the article much
like a book’s ISBN number), and DOI (or Digital Object Identifier—where the
article can be found on the Web if it is available online).
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Exploring Secondary Sources

Some of the most popular general periodical databases include [nfoTrac,
NewsBank, ProQuest, and EBSCOHost, but there are also many specialized peri-
odical databases in a variety of subjects areas to which your library may also
subscribe.

Before initiating a periodical database search, try to meet with your local refer-
ence librarian for a tour of the various databases and the instructions for searching
them effectively. Also be aware that some databases may not be accessible from
school or home—you may need to visit your library in person.

As noted previously,

nlike much of what you may find on the Web, most hard-copy secondary
sources are carefully reviewed and edited before they are published. Although it
may take more time to go to the library and look through a printed book or other
hard-copy source,# Also, even
though the digitizing of hard-copy materials continues to grow, many of these
printed sources are not available on the Web, particularly the full texts of books.

Hard-copy secondary sources can be located in your library by using the “car ocate hard-copy
catalog,” or, to use a more contemporary term (because cards are no longer used in izf:gr‘gzﬁ’r Tlc"gurgcrsz
most libraries), your library’s online public access catalog (OPAC). This catalog “card catalag! or
can be accessed through the Internet or at terminals in the library. You can'searcha OPAC
library’s holdings by subject, author, title, or keyword in that library’s OPAC. Visit
the library’s Web site, or ask a librarian for help. To search catalogs from libraries
worldwide, go to the Library of Congress Gateway at <www.loc.gov/z3950> or
LibrarySpot at <www.libraryspot.com>.

The following are the princip,
found at libraries, and one type OW

need to track down on your own.

Most obviously, any library will be well stocked with
books as well as numerous hard-copy magazines, journals, and newspapers. The
smaller and more general the library you visit, the less likely you are to find highly
specialized print sources, and the larger or more specialized the library, the more
likely you are to find books by specialist publishers and periodicals that delve into
more specific subject areas.

Although not technically in hard-copy format, you may also want to consult
available CD-ROMs and microfiche. However, these technologies are now out of
date and have largely migrated to a Web-based environment.

When consulting books and periodicals, be sure to check the copyright date
and supplement the source with additional information from more recent sources,
if necessary.
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CHAPTER 3 The Research Process in Technical Communication

Reference Works. Reference works are general information sources that provide
background and can lead to more specific information.

» Bibliographies.) Bibliographies are lists of books or articles by subject field.
To locate bibliographies in your field, begin by consulting the Bibliographic
Index Plus, a list (by subject) of major bibliographies, which indexes over
500,000 bibliographies worldwide. You can also consult such general bibli-
ographies as Books in Print or the Reader’s Guide to Periodical Literature. Or,
consult subject area bibliographies, such as Bibliography of World War I1
History, or highly focused bibliographies, such as Health Hazards of Video
Display Terminals: An Annotated Bibliography.

. Inde@Book and article bibliographies may also be referred to as indexes.
However, other types of indexes collect information not likely to be found in
standard bibliographies, such as indexes to conference proceedings (e.g., the
Index to Scientific and Technical Proceedings and Engineering Meetings), which
collect the most current information in various fields not yet published in
book or periodical form; patent indexes (e.g., the Index of Patents Issued from
the United States Patent and Trademark Office and the World Patents Index),
which collect cutting-edge technological descriptions not yet widely available
to the public; and technical report indexes (e.g., Scientific and Technical
Aerospace Reports and the Government Reports Announcements and Index),
which also collect highly current information unavailable elsewhere.

* Encyclopedias. Encyclopedias are alphabetically arranged collections of articles
(written by the encyclopedia’s editors and contributors). You may want to start
by consulting a general encyclopedia, such as Encyclopedia Britannica or the
Columbia Encyclopedia, but then consult more specific subject-focused encyclo-
pedias, such as Encyclopedia of Nutritional Supplements, American Jurisprudence,
Encyclopedia of Business and Finance, or llustrated Encyclopedia of Aircraft.

* Dictionaries. Dictionaries are alphabetically arranged lists of words, including
definitions, pronunciations, and word origins. If you can’t locate a particular word
in a general dictionary (e.g., a highly specialized term or jargon specific to a certain
field), consult a specialized dictionary, such as Dictionary of Engineering and
Technology, Dictionary of Psychology, or Dictionary of Media and Communication
Studies.

s Handbooks. Handbooks are books that offer condensed facts (formulas, tables,
advice, examples) about particular fields. Examples include the Civil Engineering
Handbook and The McGraw-Hill Computer Handbook.

¢ Almanacs. Almanacs are collections of factual and statistical data, usually
arranged by subject area and published annually. Examples include general
almanacs, such as the World Almanac and Book of Facts, or subject-specific
almanacs, like the Almanac for Computers or Baer’s Agricultural Almanac.
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Exploring Secondary Sources

» Directories. Directories are books that provide updated information about
organizations, companies, people, products, services, or careers, often listing
addresses and phone numbers. Examples include The Career Guide: Dun’s
Employment Opportunities Directory and the Directory of American Firms
Operating in Foreign Countries. For electronic versions, ask your librarian
about-Hoover’s Company Capsules (for basic information on thousands of
companies) and Hoover’s Company Profiles (for detailed information).

» Abstractsd Absiracts are collections of summaries of books or articles, as you
might find when searching a periodical database, but collected in one place.
Abstracts can save you from having to track down a journal before deciding
whether to read or skip the article. Abstracts usually are titled by discipline:
Biological Abstracts, Computer Abstracts, and so on. For some current research,
you might consult abstracts of doctoral dissertations in Dissertation Abstracts
International.

Many of the reference works mentioned here are accessible free via the Internet.
Go to the Internet Public Library at <www.ipl.org>. This site provides links to
many of the best available online reference works. When using a reference work,
check the copyright date to make sure you are accessing the most current informa-
tion available.

Gray Literature. Some useful printed information may not be available @Tv,
library. This is known as “gray literature,” or materials that are unpublished or not
typically catalogued. Examples include such helpful documents as pamphlets
published by organizations or companies (such as medical pamphlets or company
marketing materials), unpublished government documents (available under the
Freedom of Information Act, with the exception of classified documents),
dissertations by graduate students, papers presented at professional conferences,
or self-published works.

The only way to track down gray literature is to contact organizations, com-
panies, or individuals who may produce such literature and ask them if they
have anything available in your subject area. For instance, you could contact a
professional organization asking for papers on your topic delivered at their
recent annual conference, or contact a specific government agency for statistics
reports directly relevant to your topic. Before doing so, know your research topic
well and know specifically who to contact and why, in case they should ask.
Don’t contact potential gray literature providers with vague, general requests for
information.

Keep in mind that gray literature, like much material found on the Web, is
often not carefully scrutinized for content by editors. Therefore, the material may
not be reliable and should be backed up by information from other sources.

Printed by seu student (s 120000508@seu.edu.sa)on 10/10/2013 from 2.89 36,159 authorized to use until 3/1/2014. Use beyond the authorized useror
valid subscrption date represents a copynght violation


amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight


CHAPTER 3 The Research Process in Technical Communication

EXPLORING PRIMARY SOURCES

Once you have explored your research topic in depth by finding out what others
have already uncovered, supplement that knowledge with information you

uncover yourself by doing primary research. Primary sources include unsolicited

Analyze the
mmm  Survey at mquiries, informational Interviews, surveys, and observations or experiments.

" mytechcommlab

Unsolicited inquiries . ~The most basic form of primary research is making simple unsolicited inquiries. Let-
;J;;z\:;rnl:asic but ters, phone calls, or email inquiries to experts listed in Web pages or to people you
information find out about in other ways can yield information that adds to, clarifies, or supple-
ments information you already have. When making an unsolicited inquiry, make
sure you contact the right individual or individuals. Don’t just contact a company or
department. Also, ask exactly what you need to know, rather than vague, general
questions, and be sure what you ask is not confidential or otherwise sensitive.
Note that unsolicited inquiries, especially by phone or email, can be intrusive or
even offensive. Therefore, limit yourself to one or two questions that don’t require
extensive research or thought on the part of the person or persons you contact.

Informational An excellent primary source of information is the informational interview, a
g‘rtizz‘r:'jwjnlgzgltighe 4 solicited and extended form of inquiry. Much of what an expert knows may never
material be published. Therefore, you can uncover highly original information by spending

time with someone and asking pertinent questions. In addition, an interviewee
might refer you to other experts or sources of information.
- Of course, an expert’s opinion can be just as mistaken or biased as anyone
else’s. Like patients who seek second opinions about serious medical conditions,
G Wateh the Video researchers seek a balanced range of expert opinions about complex problems or

on Conducting an  controversial issues—not only from a company engineer and environmentalist, for
example, but also from independent and presumably more objective third parties
such as a professor or journalist who has studied the issue. See the following
Strategies for advice on effective interviews.

Interview at
mytechcommlab

STRATEGIES
for Informational Interviews

» Know exactly what you're seeking. Write out a purpose statement. For exam-
ple, “The purpose of my interview with Leslie Brown, clinical nutritionist, is to
ask about her latest research on the possible links between certain genetically
modified foods and childhood Attention Deficit Disorder.”

->
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Exploring Primary Sources

STRATEGIES continued

» Do your homework. Learn all you can about the topic beforehand. If the inter-
viewee has published anything relevant, read it. Be sure the information this per-
son might provide is unavailable in print.

* Request the interview at your respondent’s convenience. Ask whether the person
objects to being quoted or taped. If possible, submit your questions beforehand.
.Vlake each question clear, specific, and open-ended. Don’t ask vague or general
questions, and avoid questions that can be answered with a mere yes or no. Get

the benefit of the interviewee’s elaboration.

v

Avoid loaded questions. A loaded question invites or promotes a particular bias.
For example, don’t ask, “In-what ways do you think the hazards of genetically
modified foods have been overstated?” Ask impartial questions instead, such as
“In your opinion, have the hazards associated with genetically modified food
been accurately stated, overstated, or understated?”

» Save the most difficult, complex, or sensitive questions for last. Leading off
with your toughest questions might annoy interviewees, making them uncooper-
ative for the remainder of the interview.

» Be polite and professional. Arrive on time, express your gratitude, and
explain why you believe the interviewee can be helpful and how you will use
the information.

» Let your interviewee do most of the talking. Be a good listener. This courtesy

ensures that the interviewee will provide the most information with the least
interruption or leading from you.

v

Ask for clarification if needed, but do not put words in the respondent’s mouth.
Questions such as “Could you go over that again?” or “What did you mean by that
word?” are fine, but do not impose erroneous conclusions. Instead, paraphrase
what the interviewee said so that she or he can verify your interpretation.

v

Stick to your interview plan. If the interviewee wanders off topic, politely nudge
him or her back on track (unless the information is useful).

v

Ask for closing comments. Questions such as “Would you care to add anything?”
or “Do you feel you've said what you wanted to say?” give the interviewee a chance
to elaborate and clarify, and you may end up with useful additional information.

v

Ask for permission to follow up. Additional questions may come to mind later,

so find out if your interviewee would be willing to help with those new questions.

» Invite the interviewee to read your version of the interview. If the interview is
to be published, this prevents possible misquotation or misinterpretation.

» End on time and thank the interviewee. Don’t drag the interview on longer than

the interviewee expected. Be sure to thank the interviewee for his or her time.

» As soon as possible, transcribe your notes or recordings. Get the interview
down in writing before you forget important details.
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CHAPTER 3 The Research Process in Technical Communication

Surveys provide Surveys help you form impressions of the concerns, preferences, attitudes, beliefs, or

e interviews allow for greater clarity and depth, sur-

viewpoints on a topic
veys offer an inexpensive way to get the viewpoints of a large group. Respondents can
with the Case Study : : : H :
on Surveys at answer privately and anon‘ymously—a.nd often more car}dldly than in an interview.
mytechcommlab The tool for conducting surveys is the questionnaire. Use the following Strate-
gies to'plan a survey and to develop a questionnaire.

Explore the Concept

STRATEGIES
for Surveys

» Define the survey’s purpose and target population. Ask yourself, “Why is this
survey being performed?”“What, exactly, is it measuring?” “How much back-
ground research do I need?” “How will the survey findings be used?” and “Who is
the exact population being studied?”

v

Identify the sample group. Determine how many respondents you need.
Generally, the larger the sample surveyed the more dependable the results (as-
suming a well-chosen and representative sample). Also determine how the sam-
ple will be chosen. Will they be randomly chosen? In the statistical sense, random
does not mean “haphazard.” A random sample means that.each member of the
target population stands an equal chance of being in the sample group.

» Define the survey method. Decide how the survey will be administered—by phone,
by mail, or online. Each has its benefits and drawbacks. Phone surveys yield fast re-
sults and high response rates; however, they take longer than written surveys, many
respondents find them annoying, and respondents tend to be less candid when
speaking with someone in person. Mail surveys are less expensive than phone surveys
and promote candid responses, but many people won’t bother taking a trip to the
mailbox or post office to return the survey, and results can be slow to arrive. Online
surveys, conducted via a Web form or an email, are the least expensive and yield
quick results, but computer connections can fail, and (in the case of Web surveys)
you have less control over how many times the same person responds to the survey.

v

Decide on the types of questions. Questions can be open-ended or closed-
ended. Open-ended questions (“How much do you know about genetically mod-
ified food products?”) allow respondents to answer in any way they choose. Data
gathered from open-ended questions are time-consuming to measure, but they
provide rich information. Closed-ended questions (“Are you concerned about ge-
netically modified food products? Yes/No.”) do not allow respondents to elabo-
rate on their responses. Data from closed-ended questions are easily measured
but more limited in value.

->
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Exploring Primary Sources

STRATEGIES continued

» Develop an engaging and informative introduction. Thank the respondents;
persuade them that the questionnaire relates to their concerns and that their
answers matter; provide directions for completing the survey; and ensure the
anonymity of respondents. For example: “Thank you for helping us with our sur-
vey. Your responses will help determine the public’s view regarding genetically
modified foods. Please answer each question by filling in one reply only in black
ink and return the completed questionnaire in the enclosed postage paid return
envelope. All responses will be kept confidential. Again, thank you for your input.”
Phrase questions precisely. Vague phrasing will only lead to inaccurate answers

and findings. Avoid combining questions or asking the same basic question more
than once.

void loaded questions. Do not invite or advocate a particular point of view
or bias.
Make the survey brief, simple, and inviting. Respondents don’t mind giving up
some time to help, but long and difficult-to-read questionnaires usually get few
replies.
» Have an expert review your questionnaire whenever possible. A survey expert
or an expert on the topic can help you ask just the right questions.

Observations or experiments should be your final step because you now know  Observations and
exactly what to look for. experiments offer

proof to backup

When vou make observations, have a plan in place. @ topic
\ , en to look, and jot down your observations immedi-

ately. You might even take photos or draw sketches of what you observe.

(e.g., the role of fish oil in preventing heart disease) or to test something
untried (e.g., the relationship between background music and productivity). Each
field has its own guidelines for conducting experiments (e.g., you must use certain
equipment, scrutinize your results in a certain way), and you must follow those
guidelines to the letter when you conduct your own experiments.

Remember that observations and experiments are not foolproof. When mak-
ing an observation or performing an experiment, you may be biased about what
you see (focusing on the wrong events, ignoring something important). In addi-
tion, if you are observing people or experimenting using people as subjects, they
may be conscious of being observed and may alter their normal behaviors.
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48 CHAPTER 3 The Research Process in Technical Communication

J CHECKLIST
for Doing Research

[J Have I maintained a high level of critical thinking while researching?
[ Have I asked the right questions?

] Have I considered a balance of views?

L1 Have I explored my topic in sufficient depth?
[ Have I evaluated each source for reliability?
) Have I interpreted my sources objectively?

[0 Have I effectively used search engines and subject directories to consult
Web-based secondary sources?

[] Have I used eritical thinking to assess Web-based secondary sources?

[0 Have I consulted hard-copy secondary sources (including gray literature) as
needed?

[] Have I supplemented findings from secondary sources with primary
research whenever possible?

[] Have I added my own findings to existing findings whenever possible?

[ Have I kept careful and precise track of each source I am using?

APPLICATIONS

GENERAL APPLICATIONS
2 am Analyze the . . . .
L ﬁgtsedafcn 'Tffm’ 1. Locate an expert in your field or your major for an upcoming project (such as a
u abits . - . e
of Introverts and long report). Arrange to interview that person. You may wish to make your initial

Extroverts,” at

contact via email. Follow the Strategies on pages 44—45. Discuss your interview ex-
mytechcommlab

periences and your findings with classmates.

B . Analyze the 2. Identify two major indexes to locate research articles for your field or topic. One
mey Research Report, source should be a traditional periodical index, and the other should be an
of Mineral End Uses,’ Internet search engine. Find a recent article on a specific topic (e.g., privacy laws in

at mytechcommlab i
your state), and write a short summary.

®__ Analyze the
-:E. Research Report, TEAM APPLICATION

“Voice over

'ﬁ':r:e};“ztl Pr_ﬂ‘f’:?' VolP): Divide into small groups, and prepare a comparative evaluation of literature
nalysis,

mytechcommlab search media. Each group member should select one of the resources listed here
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Exploring Primary Sources

and create an individual bibliography of at least 12 recent and relevant works on a
specific topic of interest selected by the group.

¢ Conventional print media

¢ Electronic catalogs

* CD-ROM services

« A commercial database service such as DIALOG
o The Internet and the World Wide Web

¢ An electronic consortium of libraries, if applicable

After recording the findings and keeping track of the time spent in each search,
compare the ease of searching and quality of results obtained from each type of
search on your group’s selected topic. Which medium yielded the most current
sources? Which provided abstracts and full texts as well as bibliographic data?
Which consumed the most time? Which provided the most dependable sources?
Which provided the most diverse or varied sources? Which cost the most to use?
Finally, which yielded the greatest depth of resources? Prepare a report, and present
your findings to the class.

GLOBAL APPLICATION

The International Space Station (ISS) is undoubtedly the largest and most com-
plex international scientific project in history. Begun in 1995, the project requires
the collaboration, expertise, and technological resources of 16 nations. The ISS has
encountered delays and difficulties for a variety of reasons, including funding
problems and the grounding of the NASA space shuttle program following the
2003 Columbia disaster.

Do some preliminary research on the scope and history of the project by visit-
ing <www.shuttlepresskit.com/ISS_OVR>, and then follow the links from that site
to the sites for the European, Japanese, and Canadian space agencies. How do
those sites differ from the U.S.-based NASA sites? Do you find any differences in
the way the mission of the ISS is described? In the ways the roles of each nation are
defined?

Imagine that you have been assigned to produce a campaign to rally and reen-
ergize public support around the world for the ISS project. What information
would you use to persuade citizens of the participating nations that in today’s
world, it is worth their nation’s time and money to support continued develop-
ment of an international space station? Would you use different strategies to per-
suade people in different countries? Why?

Develop a one-page proposal that outlines the key features of your campaign,
detailing how you would customize the style and argument of your campaign to
persuade public audiences in the diverse nations involved in the ISS initiative.
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CHAPTER 3 The Research Process in Technical Communication

COMPUTER/WEB-BASED APPLICATION

Researchers often have difficulty judging the validity of information found on a
Web site. Working in small groups of three or four, do some research and develop a
set of criteria that can be used when evaluating a Web site for research purposes.

Begin by visiting two to three Web sites related to a research project for this or
another class. Compile a working list of criteria based on these sites; then work as a
group to expand your list. For example, do you consider good design to be an indi-
cator of credibility? What else do you look at when you are assessing the relevance,
currency, and validity of information on a particular site? How do you know if a
site is commercially or politically biased? Test the criteria you have developed by
using a search engine to locate Web sites on a current topic (e.g., global warming,
genetically modified foods, software piracy, or mp3 file downloading). Select one
site and evaluate its credibility as a source for research information using your own
criteria. Revise your list as needed and then format it as a document that can be
shared with the rest of your class.

FEARSON I For additional technical writing resources that will help you master the chapter objectives,
mtc go to www.mytechcommlab.com.
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Providing Audiences

with Usable Information

CHAPTER OUTLINE
Analyze the Document’s
Audience 52

STRATEGIES for Analyzing
Your Audience 57

Determine the Document’s
Purpose 57

Know How to Be Persuasive 58
STRATEGIES for Persuasion 62

Create aTask Analysis for the
Document 63

Consider Other Related Usability
Factors 64

Develop an Infermation Plan
for the Document 66

Write, Test, and Revise the
Document 68

cHeckuisT for Usability 69

LEARNING OBJECTIVES FORTHIS CHAPTER

» Analyze a document’s audience (primary and
secondary, relationship to you, technical and
cultural background)

Applications 70

» Determine a document’s purpose {primary and
secondary, intended use)

» Identify the persuasive elements involved

» Create a task analysis for a document (main task
and subtasks)

» Consider a document’s setting, potential problems,
length, format, timing, and budget

» Develop an information plan for a document

» Understand the stages in writing, testing, and

revising a document
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CHAPTER 4 Providing Audiences with Usable Information

Definition document’s usability is a measure of how well that document fulfills the infor-

of usability mation needs of its audience. Whatever their specific goals and concerns in using
a particular document, readers must be able to do at least three things (Coe, Human
Factors 193; Spencer 74):

What a usable  Locate the information they need easily.

document enables

¢ Understand the information immediately.
readers to do

¢ Use the information safely and successfully.

To assess the usability of a manual that comes with your new gas grill, for instance,
yowwould ask: “How well do these instructions enable me to assemble, operate,
and maintain the grill safely and effectively?”ﬁ

Steps in preparing .Analyze the document’s audience.
a usable document

Determine the document’s purpose.

Explore the Tutorial reate a task analysis for the document.
at m&"elf,iﬂ',‘,:’,ab Consider the setting, potential problems, length, format, timing, and budget.
evelop an information plan for the document.

.Write, test, and revise the document.

ANALYZE THE DOCUMENT’S AUDIENCE

You cannot create an effective document until you first explore all you can about who
will use your document. In other words, understand your audience. Ask these questions:

Questions to ask ¢ Who is the main audience for this document?

to analyze a P .
document's audience ¢ Who else is likely to read it?

¢ What is your relationship with the audience? Are there multiple types of rela-

Eun Analyze the Fact tionships involved?
mmm  Sheet for

_ audience- ¢ How familiar might the audience be with technical details?
friendliness at
mytechcommlab » What culture or cultures does your audience represent?

Answer these questions by considering the suggestions in the sections that follow,
and by filling in the audience portion of the Audience and Purpose Profile Sheet
shown in Figure 4.1 before writing any technical documents. Also, have a look at
the Strategies for Analyzing Your Audience on page 57.

Primary and Secondary Audiences

Determine the

primary and

secondary audiences
Printed by seu student (S

When writing a technical document, keep two audiences in mind

For instance,

9 36158 authorized to use until 3/1/2014  Use beyond the authorized useror
valid subscrption date represents a copynght violation


amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight


Analyze the Document's Audience

Audience

Primary audience: (name, title)

Secondary audience(s):

Relationship with audience members:

(client, employer, other)

Technical background of audience:

(layperson, expert, other)

Cultural background of audience:

Purpose

Primary purpose: (inform, instruct, persuade)

Secondary purpose(s):

Intended use of document:

(master coneepts, follow directions, other)

a set of instructions for installing new email software for an office might be directed
primarily at the computer support staff who would be doing the installing. But

most documents also have a gecondary audience as well, those people oﬁtsi@hé
immediate circle of people wha T BE RERATRE TRETRIOPESMATARA For cxant’

ple, a secondary audience for software instructions might be managers, who will
check to see if the instructions comply with company policy, or lawyers, who will
make sure the instructions meet legal standards.

Relationship with Audience

Besides identifying the primary and secondary audiences in a general way, you also
need to understand your relationship with everyone involved. In your situation, are
the primary readers of your document going to be superiors, colleagues, or subordi-
nates? Determining which will help you decide the level of formality and authority
to use in the document. Are they going to be from inside or outside your organiza-
tion? Answering this question will help you to decide how confidential you need to
be. Do you know your readers personally? This information can help you decide if
you can adopt a more informal tone. Are they likely to welcome or reject your infor-
mation? Knowing the answer will help you decide how persuasive you need to be.
Are they a combination of people from various levels, both inside and outside the
company? This knowledge will help you to determine how evenhanded your writing
needs to be. Also, how might you speak to the needs of secondary audience mem-
bers, who may be interested in or affected by your document?

FIGURE 4.1
Audience and
purpose
profile sheet

View the Audience
and Purpose
Profile Sheet
at mytechcommlab

Determine your
relationship with
the audience or
audiences
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Be aware of your
audience’s technical
background

Consider the
technical level-of
your general target
audience

Consider the
technical level of
your specific target
audience

Consider the
audience’s cultural
background

Printed by seu student (s 120000508@seu.edu.sa)on 10/10/2013 from 2.89 36,159 authorized to use until 3/1/2014. Use beyond the authorized useror

CHAPTER 4 Providing Audiences with Usable Information

Audience’s Technical Background

Any message can be conveyed in numerous ways, depending on how it is written
and designed for different audiences. For example, information about a new can-
cer treatment may appear in a medical journal for health care professionals, in a
textbook for nursing or medical students, or in a newspaper article for the general
public. Always keep in mind the technical background of your audience.

A document’s technical level needs to target the intended audience. For exam-
ple, an audience of medical professionals will understand technical terms readily;
an audience of medical and nursing students will have some familiarity with such
terms but will be in the process of learning; and the general public may not under-
stand technical terminology at all. Thus, articles for each of these audiences will
differ in language, content, organization, illustrations, and overall design.

The larger the audience the more you must consider the various levels of
expertise and language differences. For example, medical professionals can be
divided into subgroups of specialists and general practitioners; medical and nurs-
ing students can be divided into subgroups based on years of training; and the
general public can be divided into subgroups who read popular medical journals
and those who have little or no familiarity with medical information.

To illustrate the importance of these audience differences, Figures 4.2 and 4.3
show two pieces of information, both about the over-the-counter medication
Bayer aspirin. Both items address the same topic, but each document is designed
and written for a different audience. The Web page in Figure 4.2 is designed for a
general audience. It uses straightforward, nontechnical language and color visuals.
Note, however, that the page is written not for just any general audience but more
specifically for a subgroup: readers who have some awareness of the medical uses
of aspirin (for pain; for the heart) and want to learn more. The page from the
Physicians’ Desk Reference (PDR) in Figure 4.3, on the other hand, is designed for
an audience of health care professionals not patients. It uses highly technical lan-
guage and a molecular diagram as its one visual. Yet it, too, targets a specific audi-
ence within the larger group: not all health care professionals, but physicians,
nurses, and pharmacists who will understand the complex statistics, terminology,
and visuals.

Audience’s Cultural Background

Information needs and preferences often are culturally determined. German audi-
ences, for example, often value thoroughness and complexity with detail included
and explained in a businesslike tone. Japanese audiences generally prefer multiple
perspectives on the material, plenty of graphics, and a friendly, encouraging tone
(Hein 125-26). Western business culture generally values plain talk that gets right
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FIGURE 4.2 Bayer aspirin Web page written and designed for a general audience
Source: Copyright © 2009 BayerHealthCare LLC. All rights reserved. Reproduced by permission.

to the point, but Eastern cultures consider this rude, preferring indirect, more
ambiguous messages, which leave interpretation up to the reader. Consider how
cultural differences might create misunderstanding in your situation, and seek an
approach that bridges these differences.

The Strategies on page 57 will help you analyze your audience.
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Bayer HealthCare LLC

Consumer Care

36 COLUMBIA ROAD
P.O.BOX 1910

MORRISTOWN, NJ 07962-1910

(800} 331 4536
www.BayerAspirin.com

BAYER® ASPIRIN oTC

Comprehensive Prescribing Information

DESCRIPTION

Aspirin for Oral Adminisuation

Regular Strength 325 mg and Low Strength 81 mg Tablets
Antiplatelet, Antiarthritic

Aspirin

DYCHQ

o]

COCOH

CgHgO,
Mol. Wt.: 180.16
©60.00 %; H 4.48 %; O 35.52%

Aspirin is an odorless, white, needle-like crystalline or
powdery substance. When cxposcd o moisture, aspirin
hydrolyzes into salicylic and a c acids, and gives off a
vinegary-odor. [t is highly lipid soluble and slightly soluble
in water,

CLINICAL PHARMACOLOGY

Mechanism of Action

Aspirin is a more potent inhibitor of both prostaglandin
synthesis and platelet aggregation than other salicylic acid
s ves. The differences in activity between asp! and
salicylic acid are thought to be due to the acery] group on
the aspirin molecule. This aceryl group is responsible for
the inactivation of cyclo-oxvgenase via acetylation.
Pharmacokinetics

Absorption: In general, immediate release aspirin is well
and completely absorbed from the gaswointestinal (GI)
wract. Following absorption, aspirin is del olyzed 1o salicylic
acid with peak plasma levels of salicy
1-2 hours of dosing (see PlulmleOLII1CIIC$—MC[dbO|IMT\J

The rate of absorption from the GI tract is dependent upon
the dosage form, the presence or absence of food, gaswric
pH (the presence or absence of GI antacids or buffering
agents), and other physiologic factors. Enteric coated
aspirin products are errartically absorbed from the GI ract.

Distribution:  Salicylic acid is widely distributed to all
tssues and fluids in the body including the central nervous
system (CNS), breast milk, and fetal tissues. The highest
concentrations are found in the plasma, liver, renal cortex,
heart, and lungs. The prowein binding of salicylate is
concentration-dependent.  ie., nondinear. At low
concentrations (< 100 micrograms/milliliter {meg/mlL.}),
approximately 90 percent of plasma salicylate is bound to

ic acid occwrring with

albumin while at higher concentrations (>400 meg/mlL),
only about 75 percent is bound. The early signs of salicylic
overdose (salievlism), including tinnitus (ringing in the
ears), occur at plasma concentrations approximating 200
meg/mL. Severe toxic effects are associated with levels
>400 meg/mlL. (See ADVERSE REACTIONS and OVER
DOSAGE.)

Metabolism:  Aspirin is rapidly hydrolyzed in the plasma
to salicylic acid such that plasma levels of aspirin are
essentially undetectable 1-2 hours after dosing, Salicvlic
acid is primarily conjugated in the liver to form salicyluric
acid, a phenolic glucuronide, an acyl glucuronide, and a
number of minor metabolites. Salicylic acid has a plasma
halflife of approximately 6 hours. Salicylate metabolism is
saturable and total body clearance decreases at higher
serum concentrations due to the limited ability of the liver
to form both salicvluric acid and phenolic glucuronide.
Following rtoxic doses (10-20 grams (g)), the plasma
halflife may be increased over 20 hours,

Elimination: Th e
order pharmacoki e, ¢ of drug clim
is constant in relation to plasma concentration). Renal
excretion of unchanged drug depends upon wine pH. As
ary pH rises ﬂbov(' 6.5, the renal clearance of free
salicylate increases from < 5 percent to >80 percent.
Alkalinization of the urine is a key concept in the
management of salicylate overdose. (Scc OVERDOSAGE.)
Following rape utic doses, approximately 10 pe
found e in the u g
salicyhwic acid, 10 pclccn[ phenolic and 5 percent acyl
~r]uculomdc; of salicylic acid.
Pharmacodynamics

Aspirin - affects  platelet  aggreg:
inhibiting prostaglandin cyclo-ox:
fon the life of the plalcln[ and prevents [h[‘ formation of the
plateler  aggregating  factor  thromboxane A2,
Non-acetylated salicylates do not inhibit this enzyme and
have na effect on platelet aggregation. At somewhat higher
doses, aspivin  reversibly inhibits the formation of
prostaglandin 12 (prostaeyclin}, which is an arterial
vasodilator and inhibits platelet A"hl("alLl(:]\ At higher
doses aspirin is an_cffective_anti-inflammatory agent,
pardally due to inhibiton of inflammatory mediators via
cvclo-oxygenase inhibidon in peripheral tssues. In vitre
studies suggest that other mediators of inflammation may
also be suppressed by asp administration, although the
precise mechanism of action has not been elucidated. It is
nonspecific suppression of cyclo-oxvgenase activity in
pheral tissues following doses that léads To it
primary side effect of gaswic irritation. (Sec ADVERSE
REACTIONS.)

CLINICAL STUDIES

Ischemic Stroke and Transient Ischemic Attack (TIA):
In clinical (viuls of sub]ccts wuh TIA's duc 0 ﬁbrin platelet

significantly u(lnu :lu n\L of the rumhnud endpoint of
stroke or death and the combined endpoint of TIA, stroke,
or death by about 13-18 percent.

Suspected Acute Myocardial Infarction (MI):
In a large, multi-center study of aspirin, streple
the combination of aspirin and sweptokinase in 17,187
patients with suspecred MI, asp weatment produced a
23-percent reduction in the risk of vascular mortality.
Aspirin was also shown to have an additional benefit in
patients given a thromboelvtic agent.

Prevention of Recurrent Ml and Unstable Angina Pectoris:
These indications are supported by the resuls of six large,
randomized, multi-center, placebo-controlled rials  of

Continued on next page

Inf ion will be by I and

subsequent editions.

Source: Copyright © 2008 by Physician’s Desk Reference. Physician's Desk Reference® and PDR®
are registered trademarks of PDR Network, LLC. Reprinted with permission.
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STRATEGIES
for Analyzing Your Audience

Picture your readers and exactly what they need and expect. Whether your au-
dience is the company president or the person next to you in class, that person
has specific concerns and information needs. Your readers may need to complete
a task, solve a problem, make a decision, evaluate your performance, or take a
stand on an issue.

» Identify the primary and secondary audiences, your relationship to them, and
their technicaland cultural background.

» When you don’t know exactly who will be reading your document, picture
the “general reader.” General readers are impatient with abstract theories yet
expect enough background to help them grasp your message. They are bored or
confused by excessive detail, and frustrated by raw facts left unexplained or not
interpreted. Instead of trying to show readers how smart you are, make them
feel smart. Whoever they are, readers need enough material to understand your
position and to react appropriately.

» Anticipate readers’ questions. Based on their needs and-econcerns, readers have
questions: What is it? What does it mean? What happened? Who was involved?
When, where, and why did it happen? What might happen? How do.I do it? How
did you do it? Why is X better than Y? Can you give examples? Says who?So what?
Give readers what they need to know.

» Recognize that audiences are not merely passive recipients of information.
Technical communicators and their audiences should overlap and interact.
Therefore, as you analyze and learn about your audience, remember that the
communication process works both ways.

DETERMINE THE DOCUMENT’S PURPOSE

To create an effective technical document you need to understand how readers will
use it. In other words, determine your purpose. Ask these questions:

» What is the main purpose of the document? Questions to ask
to determine a
¢ What other purpose or purposes does the document serve? document's purpose

¢« What will readers do with this information?

Answer these questions by considering the suggestions in the sections that follow
and by filling in the purpose portion of the Audience and Purpose Profile Sheet
shown in Figure 4.1 before writing any technical document.
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CHAPTER 4 Providing Audiences with Usable Information

Primary and Secondary Purposes

Decide if the Erimary All forms of technical communication are intended to fulfill a specific primary
purpose. As discussed in Chapter 1, the primary purpose (to inform, to instruct, or

E to persuade) will affect the document’s overall shape and substance.
o S Many documents have a primary purpose and one or more secondary
Determine if the purposes. For example, the primary purpose in most instruction manuals is to

SS::I_T;Z?;SP?:;OSSZY instruct, that is, to teach an audience how to assemble or use the product. But for
ethical and legal reasons, companies also want people to use the product safely. A
manual for a power tool or a lawnmower, for instance, typically begins with a page
that'spells out safety hazards, before instructing readers how to assemble and use
the mechanism.

Always write In planning a document, work from a clear statement of purpose that takes

€ into account both the primary and secondary purposes. For example, “The pur-

pose of my document is to inform my readers of the new absentee policy, and to
instruct them on how to follow the procedures properly,” or “The purpose of my
document is to inform my readers about the new antivirus software, as well as to
instruct them on how to install the software and to persuade them of the impor-
tance of running weekly virus scans.”

Intended Use of the Document

Determine how In addition to determining purposes of a document from your own perspective,
Lleui%‘a”me”t will also consider how and why it will be used by others. Answer a variety of questions:

Do my readers simply want to learn facts or understand concepts? Will they use
my information in making some decision? Will people act immediately on the
information? Do they need step-by-step instructions? In my audience’s view, what
is most important about this document? In addition to asking yourself these ques-
tions, try asking members of your audience directly, so you can verify what they
want to know.

KNOW HOW TO BE PERSUASIVE

In the workplace, we rely on persuasion daily: to win coworker support, to attract
clients and customers, to request funding. An email, a memo, a product descrip-
tion, or a set of instructions can be an implicitly persuasive document. Even the
most complex report, which at first glance may appear to be “all facts,” can be per-
suasive, because the writer probably shaped the report to favor a particular inter-
pretation of the data.

Why persuasion Changing someone’s mind is never easy—in fact, sometimes it is impossible.

is difficult Your success will depend on what you are requesting, who you are trying to per-
suade, and how entrenched those people are in their own views.
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Know How to be Persuasive

Explicit persuasion is required whenever you tackle an issue about which people

disagree. Assume, for example, that you are Manager of Employee Relations at

Softbyte, a software developer whose recent sales have plunged. To avoid layoffs,

the company is trying to persuade employees to accept a temporary cut in salary.  Claims set the stage
As you plan your various memos and presentations on this volatile issue, you must ;‘:)r;:lersuaswe
first identify your major claim or claim_
For example, in the Softbyte case, you might first want employees to recognize
and t which they may have been unaware or have ignored:

Because of the global recession, our software sales in two recent quarters A claim about what
have fallen nearly 30 percent, and earnings should remain flat all year. the facts are

Even when a fact is obvious, people often disagree about what it means or what
should be done about it. And so you might want to influence thei-

Reduced earnings mean temporary layoffs for roughly 25 percent of our A claim about what
staff. But we could avoid layoffs entirely if each of us at Softbyte would the facts mean
accept a 10-percent salary cut until the market improves.

And eventually you might want to _

Qur labor contract stipulates that such an across-the-board salary cut A claim about what
would require a two-thirds majority vote. Once you've had time to examine should'be done
the facts, we hope you'll vote “yes” on nextTuesday’s secret ballot.

As you present your case, you will offer support for your claims before you finally
ask readers to take the action you favor.

Whenever people disagree about what the facts are or what the facts mean or
what should be done, you need to make the best case for your own view by pre-
senting an argument that is not only well supported but that also connects with
your audience.

Connecting with Your Audience

Determine how best to connect with your audience. Persuasive people know
when to simply declare what they want (get the reader to comply with what you
say), when to reach out and create a relationship (get the reader to identify with
what you say), when to appeal to reason and common sense (get the reader to
internalize what you say), and when to employ some combination of these
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Choosing the best
connection(s)

Power connection
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approaches (Kipnis and Schmidt 40-46). These three approaches, respectively,
can be labeled the power connection, the relationship connection, and the rational
connection, as illustrated in Figure 4.4.

Power Connection
(Compliance)

“Do it because
| said so!”

Relationship Connection
{ldentification)

“Do it because
I'd appreciate it.”

Writer l Audience Writer ‘ Audience

J <

7\

J

_

Rational Connection
(Internalization)

“Do it because
it makes sense.”

Writer

v

Audience

)

FIGURE 4.4 Three approaches for connecting with an audience

To get a better understanding of these three different approaches, consider the
following scenario: Your Company, XYZ Engineering, has just developed a fitness
program based on findings that healthy employees work better, take fewer sick
days, and cost less to insure. This program offers clinics for smoking cessation,
stress reduction, and weight loss, along with group exercise.

In your second month on the job you read this notice in your email:

TO: Employees at XYZ.com

FROM: GMaximus@XYZ.com

DATE: June 6, 20xx

SUBJECT: Physical Fitness

On Monday, June 10, all employees will report to the company
gymnasium at 8:00 A.m. for the purpose of choosing a walking or jogging

group. Each group will meet for 30 minutes three times weekly during
lunch time.

How would you react to the previous notice? Despite the reference to “choosing,”
the recipients of this memo are given no real choice.They are simply ordered to
show up at the company gymnasium. Typically used by bosses and other author-
ity figures, this type of approach does get people to comply, but it almost always
alienates them as well.

Suppose, instead, that you receive this next version of the memo. How would
you react in this instance?
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Know How to be Persuasive

TO: Employees at XYZ.com

FROM: GMaximus@XYZ.com

DATE: June 6, 20xx

SUBJECT: An Invitation to Physical Fitness

| realize that most of you spend lunch hour playing cards, reading, or Relationship

just enjoying a bit of well-earned relaxation in the middle of a hectic connection
day. But1d like to invite you to join our lunchtime walking/jogging club.

We're starting this club in the hope that it will be a great way for us all to
feel better. Why not give it a try?

This second version conveys the sense that “were all in this together.” Instead of
being commanded, readers are invited to participate in the exercise program.
Someone who seems likable and considerate offers readers a real choice.

Often the biggest variable in a persuasive message is the reader’s perception of
the writer. Readers are more open to people they like and trust. The relationship
connection often works for this reason, and it is especially vital in cross-cultural
communication—as long as it does not sound too “chummy” and informal to carry
any real authority.

Of course, you would be unethical using a relationship connection merely to
hide the fact that you have no evidence to support your claim (R:Ross 28). People
need to find the claim believable (“Exercise will help me feel better”) and relevant
(“I personally need this kind of exercise”).

Here is a third version of the memo. As you read, think about the ways in
which its approach differs from the first two examples.

TO: Employees at XYZ.com

FROM: GMaximus@XYZ.com

DATE: June 6, 20xx

SUBJECT: Invitation to Join One of Our Jogging or Walking Groups

| want to share a recent study from the New England Journal of Rational connection
Medicine, which reports that adults who walk two miles a day could
increase their life expectancy by as much as three years.

Other research shows that 30 minutes of moderate aerobic exercise, at
least three times weekly, has a significant and long-term effect in reducing
stress, lowering blood pressure, and improving job performance.

As a first step in our exercise program, XYZ Engineering is offering a
variety of daily jogging groups:The One-Milers, Three-Milers, and
Five-Milers. All groups will meet at designated times on our

brand new, quarter-mile, rubberized clay track.

For beginners or skeptics, we're offering daily two-mile walking groups.
For the truly resistant, we offer the option of a Monday-Wednesday-Friday

two-mile walk.
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Coffee and lunch breaks can be rearranged to accommodate whichever
group you select.

Why not take advantage of our hot new track? As small incentives, XYZ
will reimburse anyone who signs up as much as $100 for running or
walking shoes, and will even throw in an extra fifteen minutes for lunch
breaks. And with a consistent turnout of 90 percent or better, our
company insurer may be able to eliminate everyone’s $200 yearly
deductible in medical costs.

This version conveys respect for the reader’s intelligence and for the relationship.
With any reasonable audience, the rational connection stands the best chance of
success.

For more on persuasion see the Strategies that follow.

STRATEGIES
for Persuasion

.Identify your specific goal. What exactly.do you want readers to do: change their
opinion, change their behavior, or take specific action?

» Anticipate your audience’s reaction. Typically, when you try to change people’s
minds or get them to do something, they will naturally resist. Try to address their
biggest objections beforehand.Will people be surprised, annoyed, or angry at your
attempt? Will they agree with you in essence but want to know further details? Be
careful to express your arguments (“We could do better”) without making people
defensive (“It’s all your fault”). Also, be prepared to field negative reactions after
your message is delivered and to back off if your message is rejected.

Don’t ask for too much. No matter how persuasive you are, if you ask for what
seems like too much, your argument will fail. Ask for what your audience will
consider reasonable, not outlandish. Consider what is achievable in this situation.

Allow for give-and-take. Be flexible in your argument. Indicate you are able to
see your argument from the recipient’s point of view, and offer possible alterna-
tives or compromises along with what you want to accomplish.

.Recognize constraints. For various reasons other than their personal opinions,
recipients may be unable to comply with your request. For example, readers may
have time constraints, organizational constraints (deadlines, budgets), legal con-
straints (agreements, laws), ethical constraints (when the request is legal, but not
necessarily ethical), and social and psychological constraints (shyness, fear of fail-
ure, fear of disruption, fear of the unknown).

» Consider the cultural context. How people react to your persuasive appeals may
be culturally based. Will some audience members feel that your message ignores
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Create aTask Analysis for the Document

STRATEGIES continued

customs? Will they be offended by too many facts and figures without a relationship
connection? Will they be offended by a direct approach? Remember that cultural
groups consist not only of racial and ethnic groups but also groups connected by
religious or spiritual views, sexual orientation, physical ability, and so on.

» Choose the right time and the right medium. Consider how the timing of your
message (just prior to a vacation, during the busy season, during a period of opti-
mism) and the way in which it is delivered (in person, over email, in a printed
memo) will affect how positively it is received.

v

ay work but it will
ay appeal to

Connect with youraudience. Using th
likely alienate your audience; using th
readers but fail to convince them. Whenever possi

CREATE ATASK ANALYSIS
FORTHE DOCUMENT

Most technical documents entail a series of tasks to be completed, tasks most evi- Explore the Concept
dent in a set of instructions: if users want to change an oil filter, assemblea new gas Pg::i;r;ucsa;l;,ﬁ;”dv
grill, or install a new word-processing program, they clearly must follow a step-by-  Tests at mytechcommlab
step procedure. Less obvious is that other documents, such as reports, memos, and
brochures, also involve a series of user tasks. For instance, when reading a report, a
manager may need to extract information and write a response. Similarly, a techni-
cian may need to make a persuasive argument as to why the company should pur-
chase new equipment. In short, most technical communication is task-oriented.
People come to the information wanting to do something, and you want to ensure

that they achieve their goal; therefore,

YSIS, Y ose shown in
Figures 4.5 and 4.6. Begin by defining the main tasks. For example, in planning an

instruction manual to accompany a gas grill, you might start your task analysis
(Figure 4.5) by defining the main user tasks as “assemble the grill,” “use the grill,”
and “maintain the grill,” and then divide these larger tasks into several smaller
tasks, or subtasks (“locate all parts,” “get the required tools,” “lay out parts in
order,” etc.). Note that both the tasks and subtasks should be listed using active
verb forms (assemble, locate, get, and so on).

Similarly, planning a short report to management, arguing for change in a
company policy, you would begin your persuasive task plan (Figure 4.6) with the
main task to be accomplished (“get company dress code policy changed”), and

then plan out the subtasks required to accomplish that main task.
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64 CHAPTER 4 Providing Audiences with Usable Information

FIGURE 4.5

Sampl_e task Main task: Assemble the grill.
analysis for a

procedure Subtasks Locate all parts.

. Get the required tools.
. Lay out parts in order.
. Assemble parts into smaller units.

. Assemble these smaller units into large units.

Main task: Use the grill.

Subtasks 1. Attach the gas canister.
2. Turn on the main gas valve.
3. Turn on the individual burners.
4. Press button to ignite.

Main task: Maintain the grill.

Subtasks 1. Turn off the main gas valve when not in use.
2. Cover to protect from rain.
3. Clean the grate regularly.

You can determine these tasks by interviewing users and watching them per-
form each step to complete the project (Figure 4.5), or by just carefully thinking
through the approach that will yield the results you want (Figure 4.6).In short,
your document will be most useful if you know what your audience needs to do in
order to produce the desired results.

CONSIDER OTHER RELATED USABILITY
FACTORS

Think about setting, Once you've answered questions about audience (Who?), purpose (Why?), and
I‘;‘gmfaf{j‘:rfabt{ems' tasks (How?), it’s time to consider smaller but no less important factors that influ-
timing, and budget ence the usability of your document: setting (Where?), potential problems (What

are the hazards?), length (How much information?), format (How does it look?),

timing (When?), and budget (How much money?).

Setting
Determine where ; H ; H 3 i ion?
your document will W%ll distractions or interruptions n}ake it hard for users to pay atte'nnon.
be used Will users always have the document in front of them? Will they be scanning the
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Consider Other Related Usability Factors

FIGURE 4.6
Main task: Persuade management to change company dress code f::;\f;?st“k
policy. worksheet
Subtasks « Remind management of specifics of current for a goal

company dress policy.

« Persuade management to agree to first
reason for new policy: employee resentment
over too-strict policy.

+ Persuade management to agree to second
reason for new policy: changing attitude
toward office dress countrywide (e.g.,

ln 7]
’

acceptance of “business casua casual
Fridays”).

+ Persuade management to agree to third
reason for new poliey: flat salaries during
recession versus rising cost of business
attire.

+ Win management over to new policy by
highlighting beneficial results: higher
employee morale, less absenteeism, more

respect for management.

document, studying it, or memorizing it? Will they read page by page or consult
the document randomly?

Potential Problems

How might the document be misinterpreted or misunderstood? Are there potential ~ Anticipate what
“trouble spots” (material too complex for these users, hard to follow, or packed with ~ ™ightgo wrong
information)? Are any important points missing? Anticipating problems is impor-

tant in creating any technical document but especially in a set of instructions;

therefore, when preparing instructions plan on background research. In planning

the gas grill instruction manual, for example, learn all you can about the typical

users (age, education, and so on). If possible, observe first-time operators using the

instructions for a previous model and then ask for their feedback. Also, find out

how most injuries occur; check company records for customer complaints; get

feedback from dealers; and ask your legal department about prior injury claims by

customers.
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CHAPTER 4 Providing Audiences with Usable Information

Decide on an How much information is enough? This depends on what you can learn about

acceptable length your audience’s needs. Were you asked to “keep it short” or to “be comprehensive”?
Are people more interested in conclusions and recommendations, or do they want
everything spelled out?

Decide on your Does your audience expect a letter, a memo, a short report, or a long, formal

document’s format ey grp with supplements (title page, table of contents, appendixes, and so on—see
pages 321-324)? Can visuals and page layout (charts, graphs, drawings, headings,
lists) make the material more accessible?

Consider due dates Does your document have a deadline? Workplace documents almost always do. Is

and timing there a best time to submit it? Do you need to break down the deadline into a
schedule of milestones? Will any of your information become out of date if you
wait too long to complete the document?

Consider the Does your document have a budget? If so, how much? Where can you save money?

financial issues How much time can your company afford to allot you for creating the document?
How much money can you spend obtaining permission to use materials from
other sources? How much can you spend on printing, binding, and distributing
your document?

Write out your plan Once you have a clear picture of the audience, purpose, user tasks, and related
factors, you can draft an information plan: an outline based on all the previous
considerations in this chapter.

Explore the Concept

with the Case Study
an Designing Usability
Tests at mytechcommlab

epending on your project.
sers will be able to assemble a
50 you can measure when a task has been success-

gas grill within 30 minutes
fully completed (Rubin 97).

the gas grill instructions. Note how this plan takes into account not just audience,
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Develop an Information Plan for the Document

FIGURE 4.7

, , Sampl
GrillChef Corporation information

To: Technical writing design team plan
From: Erin Green and Geoff Brannigan, team leaders
Date: January 21, 20XX

Re: Information plan for gas grill manual

As you know, our team recently performed an analysis of user needs as we prepare to design and
write the new User Manual for the new GrillChef Model 2000 double-burner grill. This memo
summarizes our findings and presents a plan for proceeding.

Part One: Analysis

Audience—The audience for this manual is very broad. It consists of consumers who purchase the
grill. This purchase may be their first gas grill, or they may be replacing an old grill.
Some users are making a switch from charcoal to gas. Our analysis revealed that the
primary users are/male and female, ranging in age from 25 to 50. From a focus group,
we determined that most users are afraid to assemble the grill. But all members
expressed enthusiasm about using the grill. Also, according to marketing, this grill is
only sold in the United States.

Purpose— The manual has several purposes:
1. Instruct the user in assembling and using the grill.
2. Provide adequate safety instructions, These are to protect the user and to make sure
we have complied with our legal requirements.
3. Provide a phone number, Web address, and other contact information if users have
questions or need replacement parts.

User tasks—Our task analysis revealed three main tasks this manual must address:

1. How to assemble the grill. Users need clear instructions, a list of parts, and diagrams
that cr:‘an assist them. Users wish to be able to assemble the grill within 30 minutes to
one hour.

2. How to use the grill. Users need clear instructions for operating the.grill safely.
Because some users have never used gas for grilling, we need to stress safety.

3. How to maintain the grill. Users need to know how to keep the grill clean, dry, and
operational.

Part Two: Design Plans

Based on our analysis, we suggest designing a manual that is simple, easy to use, and contains
information users need. We will follow the layout and format of our other manuals.

Rough outline—Cover with drawing of grill, model number, company name.

Inside front cover: safety warnings (our legal department has indicated that these
warnings need to go first).

First section: Exploded diagram, list of parts, drawings of parts, numbered list of
instructions for assembly.

Second section: Numbered list of steps for using the grill, accompanied by
diagrams.

Third section: Bulleted list of tasks users must perform to maintain the grill.
Final page: Company address, phone number, and Web address.

Production guidelines—Our budget for this project will not allow for color printing or any
photographs. We suggest black ink on white paper, 8-1/2 x 11 folded in
half vertically. We can use line drawings of the Model 1999 and modify
these to the specifications of the Model 2000.

Schedule—The manual must be ready for shipping on April 1, 20XX. We will follow our usual
production and writing schedule, briefly summarized here:

February 21: First draft of manual is complete. Manual is usability tested on sample
customers.

March 1: Manual is revised based on results of usability test.

March 3: Copyediting, proofreading, and final changes. Manual goes to the printer.
March 30: Manual is back from printer and sent to the warehouse.

April 1: Product is shipped.
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CHAPTER 4 Providing Audiences with Usable Information

purpose, and tasks {each get their own section), but also all the related factors
(some of which are implied):

» Setting. Although not spelled out, it is understood that users will be reading
the instructions while assembling their grills, which the authors have accounted
for via the document’s simple, lightweight design.

« Potential problems. Although safety issues are not given their own subheaded
section, the authors have considered safety measures at a number of points.

e Length. In the “Rough outline” section, the authors have determined that the
instructions will be four pages long.

* Format. In the “Rough outline” section, both text and visuals have been care-
fully considered, page by page.

e Timing. In the “Schedule” section, the authors have not only accounted for
the due date butalso the various milestones to be reached along the way.

¢ Budget. Under the “Production guidelines” section, the authors note that the
budget will not allow for color printing or photographs.

WRITE, TEST, AND REVISE-THE DOCUMENT

Explore the Concept ~ When your planning is completed, you will be ready to write, test, and revise your
on A;‘;';Q;';‘;ﬁ“;;“,;i‘,‘{w document. For a gas grill manual, you would write the instructions and design the
at mytechcommlab graphics as you've planned, and select a medium (print, CD, Web—or some com-

bination) for distributing the information.

Once you have a workable draft, test the document on potential users or read-
ers, if possible. Ask people what they find useful and what they find confusing. If
you have created a set of instructions, watch people use the document and meas-
ure their ability to perform the task based on what you have written. If someone
trying to assemble the gas grill, for instance, could not locate a part because of
unclear instructions, knowing about this would be valuable as you revise your
material. Ask respondents to identify specific difficulties they encountered in read-
ing the instructions and in performing the task:

Questions for « Content. Are there any inaccuracies? Is the level of technicality appropriate
assessing a . to this audience? Are claims, conclusions, or recommendations supported by
document’s usability . .
evidence? Are all key terms defined? Is the material free of gaps, foggy areas,
or needless details?

¢ “Organization. s the structure of the document visible at a glance? Is any-
thing out of order, hard to find or follow? Is the material “chunked” into easily
digestible parts? Is the material organized in a logical sequence?

*(Style. Is anything hard to understand, imprecise, too complex, or too wordy?
Are sentences put together with enough variety? Is the tone appropriate for the
situation? Are words chosen for exactness, not for camouflage?
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Write, Test, and Revise the Document

¢ (Layout and visuals:) Are there adequate aids to navigation (heads, numbered
lists, bullets, type styles)? Are there any excessively long paragraphs, lists, or
steps? Are any visuals overly complex or misleading? Could anything be clari-
fied by a visual? Is anything cramped and hard to read?

« .Ethical, legal, a.nd.tura.l considerations. Is there any distortion or mis-
representation of facts? Are there any potential legal problems? Does the
documentrespect users’ cultural diversity?

Finally, based on user feedback, revise your plan and your draft document. You
may also want to review the Brief Handbook (Appendix B) to fix any sentence-
level problems.

J CHECKLIST
for Usability

L] Have I identified my exact audience (primary and secondary)?

U Have I identified my relationship with this audience?

O Have I identified this audience’s technical background?

U] Have I identified the exact purpose of this document (primary and secondary)?

00 Am I seeking an outcome that is achievable in this situation?

[1 Have I anticipated my audience’s reaction?

0 Have I stated my claim clearly?

[1 Have I supported my claim with convincing evidence?

U Have I considered the various constraints and the cultural context?

[1 Have I chosen the approach most likely to connect with my audience?

[1 Have I written a purpose statement?

O Do I know exactly how this information will be used?

L] By creating a task analysis, have I identified the steps involved?

0 Have I pinpointed the main tasks and the subtasks?

O Have I considered the document’s setting, potential problems, length,
format, timing, and budget?

U Have I developed an information plan that outlines all the preceding factors?

O After drafting the document, have I tested it with potential users or readers?

U Have I identified any problems in terms of content, organization, style, lay-
out and visuals, and ethical/legal/cultural/persuasive considerations?

O Did I make needed revisions based on testing?
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70 CHAPTER 4 Providing Audiences with Usable Information

APPLICATIONS

GENERAL APPLICATIONS

1. Identify an activity that could require instructions for a novice to complete.
Prepare a task analysis for this activity similar to the one in Figure 4.5. Exchange
your task analysis with another student in your class, and critique each other’s
work. With your class, discuss the challenges of doing such an analysis and identify
strategies for performing a task analysis effectively.

2. Find a set of instructions or another type of technical document that is easy to
use. Identify specific characteristics of the document, including any persuasive
elements, that make it usable. (Refer to the usability questions on page 68 to
guide your assessment.) Then find a technical document that is hard to use.
What characteristics make it unusable? In a memo to your instructor, define
specific changes that you would make in revising the document. Submit both
examples along with your memo.

TEAM APPLICATION

Bring in some children’s connecting blocks, such as TinkerToys or Lego blocks.
Form teams of four to six people, and assign two people as technical writers. The
technical writers should assemble a few of the pieces into a simple design (don’t
use more than three or four pieces). Then the technical writers should write up a
quick instruction card explaining how to assemble the pieces into the design
they’ve created. For example, the card for Lego blocks might read like this:

1. Select two large red blocks and two small green blocks.
2. Place one red block on its side.
3. Attach one green block to the red block.

... and so on. Then present the “parts” and your instructions to team members.
Watch as your team tries to assemble the blocks according to your instructions.
Assess the instructions for usability. Were all tasks accounted for? Did any terms or
language confuse the users? Go back and perform a task analysis, and discuss what
you could do to improve the usability of your instruction card.

GLOBAL APPLICATION

Astronomy and planetary science have become truly global sciences, and space ex-
ploration is now conducted by multinational teams. Knowledge about astronomy
belongs to everyone, regardless of nationality or language. Do the Web sites repre-
senting these disciplines succeed in making themselves accessible to and useful for
a global audience?
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Write, Test, and Revise the Document

Explore the Web sites listed at the end of this Application, and assess their
usability for international audiences. Would non-English speakers be able to access
the information on these sites? What efforts are made to inform and persuade
international readers? Are language and cultural differences accounted for in the
design, content, and interface?

Draw up a list of key elements and features of each site that contribute to or
detract from usability for international audiences. What changes would you rec-
ommend to make each site more accessible, usable, and persuasive for non-English
readers? Summarize your assessment in a brief memo, including printed copies of
specific pages from each Web site that you discuss.

¢ <www.planetary.org>

Planetary Society
¢ <www.nasa.gov/home>

National Aeronautics and Space Administration
¢ <www.esa.int/esaCP/index.html>

European Space Agency

COMPUTER/WEB-BASED APPLICATION

Locate a Web site that accommodates various users at various levels of technicality.
Sites for government agencies such as those listed are good sources of both general
and specialized information.

¢ Environmental Protection Agency (EPA) <www.epa.gov>
¢ Nuclear Regulatory Commission (NRC) <www.nrc.gov>
» National Institutes of Health (NIH) <www.nih.gov>

¢ Food and Drug Administration (FDA) <www.fda.gov>

Examine one of these sites and find one example of (a) material aimed at a gen-
eral audience and (b) material on the same topic aimed at a specialized or expert
audience. First, list the features that enabled you to identify each piece’s level of
technicality. Next, using the Audience and Purpose Profile Sheet, record assump-
tions about the audience made by the author of the nontechnical version. Finally,
evaluate how well that piece addresses a nontechnical user’s information needs.
(Hint: Check out, for instance, the MEDLINE link at the NTH site.)

Print out the site’s home page as well as key linking pages, and be prepared to
discuss your evaluation in class.

PEARSON N For additional technical writing resources that will help you master the chapter objectives,
thI go to www.mytechcommlab.com.
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CHAPTER OUTLINE

Ethics, Technology,
and Communication

73
Types of Ethical Choices 73

How Workplace Pressures
Influence Ethical Values 75

Recognizing and Avoiding
Ethical Abuses 75

STRATEGIES for Avoiding Ethical
Abuses 78

cHEckLIST for Ethical
Communication 78

Applications 79

LEARNING OBJECTIVES FORTHIS CHAPTER

» Recognize ethical dilemmas and understand
that they are not always black and white

» Realize how ethics are often compromised
by workplace pressures

» Avoid various types of ethical abuses
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Types of Ethical Choices 73

echnical communication does not occur in a void. It happens in the world of Explore the Tutorial

human beings, politics, and social conditions, a world in which we regularly face mytechcommlab
ethical dilemmas that balance our sense of what is right against a decision that may be
more efficient, profitable, or better for the company.

ETHICS, TECHNOLOGY, AND COMMUNICATION

Ethical questions often revolve around topics related to technology. For example, a  Typical ethical
new computer chip thatsecretly collects personal information about a person’s Web- dilemmas
surfing habits presents a privacy dilemma. Should users be allowed to choose

whether to have out this information collected? Some people would say yes, but in

the United States, few laws address personal privacy at this level. So the decision

becomes less a legal one than an ethical one. The communication about this product

(a press release announcing it or a user’s manual that accompanies the computer)

plays a central role in this ethical dilemma. Should the technical writer include this

information, exclude it altogether, or deemphasize it by using a small font?

These are not simple questions. Taking an ethical stance requires a personal (Ethical decisions are
decision on your part as to how to weigh yvour ethical and moral beliefs against the
realities of the job. This stance requires you to consider the effects of your deci-
sions on the users of your product, on your company, on society at large, and on
your job. Sometimes standing your ground on an ethical issue may mean losing
your job or suffering retaliation from coworkers.

and white”

TYPES OF ETHICAL CHOICES

Virtually all areas of science and technology are involved in issues of communica-
tion and ethics. Here are a few examples:

¢ Medical technologies, such as genetic testing, raise questions about personal
privacy and medical insurance.

¢ Banking and retail operations, which increasingly collect personal information
on consumers, raise concerns about how this information is used and who has
access to it.

o Environmental pollutants, such as pesticides or smokestack output, raise seri-
ous questions about the long-term health of the planet.

In your own communication, you will often face ethical decisions—about how much
information to include, how much to leave out, how to word an issue, or how to
shape the information for users and consumers. Note how the memo from David
Michem in Figure 5.1 sounds completely well-reasoned and persuasive. An employee
reading the memo, especially one with an existing medical condition, might go
straight to the company Web site and sign up for a Medical History Card. But in his

desire to make the card program a success, Michem has provided employees with no
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74 CHAPTER 5 Recognizing Ethical Issues in Technical Communication

FIGURE 5.1
An unethical
document

A
Note the misleading &M Andrews McNeel
omission of
information about

employes MEMORANDUM

confidentiality.

To: All Employees M
From: David Michem. Health Benefits Manager pv
Date: November 10, 20XX

Subjeet: Medical History Card Program

Last week, you reeeived a brochure about the new Medical History Cards (MHCs) available
through the Human Resources Department. I encourage you to enroll in the card program for
a variety of reasons:

* MHCs ensure that all employees receive safe and efficient health care. Whether you have a
serious medical condition, take aprescription medication, have an allergy, or none of the above,
MHC:s instantly provide medieal personnel with personalized medical data during an emergency
or routine visit.

* The cards are free to all Andrews and McNeel.employees. Any employee at Andrews and
McNeel—whether full-time, part-time, or contract=—may enroll in the program and receive a
card free of charge.

+ Enrolling in the MHC program is easy. Simply go to http://www.andrews-mcneel.com/hr/mhc
to enroll in the program and fill out the requested personal and medieal information to be uploaded
to your card.

* MHCs contain much more information than standard medical ID bracelets. While an
emergency bracelet may only provide basic information, such as the fact that a person is diabetic,
MHCs hold your complete medical data, including emergency contact information, preseription
information, and so on.

* MHCs are easy to update. If your medical information changes (for example, you are
prescribed a new medication or your emergency contact information changes) simply update that
information online. You will receive a replacement card within 5 business days.

Please take advantage of this program by re-reading your brochure or simply going to the Human
Resources MHC Web page above to learn more. This is an excellent benefit not offered at many

companies. We strongly encourage you to participate.

cc:  Elizabeth Sanchirico-Edwards, Director of Human Resources

information about confidentiality in his memo. Will the company have access to per-
sonal and medical information when employees sign up via the Andrews and McNeel
Web site? Will the information be password-protected? Will third parties have access
to this information? By omitting this information from the memo, Michem has been
misleading, as reasonable as his memo may sound. In the end, communication is

never neutral but instead always carries some type of consequence.
Printed by seu student (s 120000508@seu.edu.sa)on 10/10/2013 from 2.89 36,159 authorized to use until 3/1/2014. Use beyond the authorized useror
valid subscrption date represents a copynght violation



Recognizing and Avoiding Ethical Abuses
HOW WORKPLACE PRESSURES AFFECT

ETHICAL VALUES

Usually, ethical rules are broken not because people are dishonest but because they
feel pressure to bend or break the rules. More than 50 percent of managers surveyed
nationwide feel “pressure to compromise personal ethics for company goals” (Golen
et al. 75). To save face, escape blame, or get ahead, anyone might feel obliged to say
what other people want to hear or to suppress or downplay bad news. Figure 5.2
depicts how workplace pressures to “succeed at any cost” can influence ethical values.

Despite outside pressures, however, everyone must maintain ethical standards ~ Why ethics matter

at all times on the job. Unethical decisions can harm a company’s reputation and
bottom line. More importantly, unethical decisions can compromise the safety and
welfare of workers and customers. When an instruction manual is written and
vital safety information is purposely omitted to save on the cost of printing, for
example, people can be injured.

FIGURE 5.2
"Just do or say whatever it “Can yourework these findings GU 3
How workplace

takes to get the job done.” A hm make them-sound better?”
pressures can

influence ethical
values
“We're all counting on you “This mistake will cost us'a
to be a team player.” fortune—if word gets out....”
We didn't have this J k “Don't put it in writing.”

conversation.”

A writer’s
ethical values

RECOGNIZING AND AVOIDING
ETHICAL ABUSES

Folloving e some of th majo (EPISIGE UREEH EOmHIAGRNANID)

workplace.

@_l‘echnical communicators may feel pressure ~ Types of ethical
. abuses
om upper management to produce results quickly and may be tempted to

cut corners.

Watch the Video

on Unethical
Documents at
mytechcommlab

source, Plagiarism may also happen in collaborative wor|
leader claims all the credit for the work of team members.
. m Outside pressure to produce results that
others seek may tempt people to distort information. For example, research data
Printed by seu student (s 120000508@seu.edu.sa)on 10/10/2013 from 2.89 36,159 authorized to use until 3/1/2014. Use beyond the authorized useror
valid subscrption date represents a copynght violation


amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Sticky Note
في الميد تيرم جاء سوال عرف الغش في العمل وكيف تبتعد عن الوقوع فيه .


CHAPTER 5 Recognizing Ethical Issues in Technical Communication

might be manipulated or invented by a scientist seeking grant money.
Developments in fields such as biotechnology often occur too rapidly to allow
for adequate peer review of articles before they are published, thereby leading to
the release of information that isn’t verifiably correct (“Misconduct Scandal” 2).

supplying false information. For example, a report author may pur-
posely fail to mention an important study that contradicts what he or she wants
to prove. Or a company may fail to inform the public about a safety hazard in
one of its products—or, if the hazard is revealed, may downplay its importance.

-“ Organizations that have a stake in a particular technol-
ogy (e.g., bioengineered foods) may be especially tempted to exaggerate its
benefits, potential, or safety, and to downplay its risks. If your organization de-

pends on outside funding (e.g., defense or space industry), you might find
yourself pressured to make unrealistic promises.

r example, an individual might create a pie chart that paints a more
optimistic picture than the data indicates by distorting the sizes of the pie pieces.
Or a TV commercial for a prescription drugmay list its drastic side effects while
showing images of smiling, healthy people, thus downplaying the dangers.

. . Information that originates
in a specific company is the exclusive intellectual property of that company.
Proprietary information includes company records, product formulas, test
and experiment results, surveys financed by clients, market research, plans,
specifications, and minutes of meetings (Lavin 5). In theory, such information
is legally protected, but it remains vulnerable to sabotage, theft, or leaks to the
press. Fierce competition among rival companies for the very latest intelli-
gence gives rise to theft or unethical divulging of such information.

. Ever-increasing amounts of personal infor-
mation are stored in databases (by schools, governments, credit card companies,
insurance companies, pharmacies), and all employers, of course, keep data
about their employees. How we combine, use, and share all of this electronic in-
formation raises questions about privacy. If you are designing a Web site, for ex-
ample, should you create a page that asks customers for their name, address, and
other personal information without providing information about how your
company intends to use that information? Most Web sites have links to privacy
policies that allow customers to learn more about the company’s approach to
privacy. The lack of such a policy could be considered an ethical breach.

. Both individuals and organizations can ex-
us cultural groups through manipulation or
deception. For instance, one employee of a company might exploit another’s
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Recognizing and Avoiding Ethical Abuses

English-language limitations for personal gain. So too, an organization might
exploit clients for whom the culture places greater emphasis on interpersonal
trust than on lawyers or legal wording.

To avoid ethical abuses, follow the guidelines provided by professional organiza-
tions-in your field (e.g., see the American Medical Writers Association Code of
Ethicsin Figure 5.3), and use the Strategies on page 78.

FIGURE 5.3
A code of
ethics from a

MEDlCAL meE-\’%\\A professional
ASSOCIATION organization

Search @ The Resource for Medical Communicators

Home : About AMWA : AMWA Guidelin€S/Ethics : AMWA Code of Ethics
AMWA Code of Ethics

Preambie
The American Hen:alwmmusnmﬂon (AMWA) is an @ducational organization that promotes excellence in
medical and re: principles of conduct for.its members. These principles take into

account the important role of medical communicators in writing /editing, and developing materials in various
media and the potential of the products of their efforts to inform, educate; and influence audiences. To uphold
the dignity and honor of their profession and of AMWA, medical commgnicators.should accept these ethical
principles and engage only in activities that bring credit to their professton; to AMWA, and to themselves.

ple 1. Wedical icators should recognize and observe statutes andregulations pertaining to the
materials they write, edit, or otherwise develop.

Principle 2. Medical communicators should apply objectivity, scientific accuracy and rigor, and fair balance
while conveying pertinent information in all media.

ple 3. Medical should write, edit, or in the di of that
meets the highest professional standards, whether or not such materials come under the punview of any
regulatory agency. They should attempt to prevent the tuation of information. Medical

communicators should accept assignments only when working in collaboration with a qualified specialist in
the area, or when they are adequately prepared 10 undenake the assignments by lraining, experience, of
ongoing study.

Principle 4. Medical communicators should work only under conditions or terms that allow proper application
of their judgment and skills. They should refuse fo paricipate in assignments that require unethical or
questionable practices.

Principle 5. Medical communicators should expand and perfect their professional knowledge and

communications skills.

iple 6. Medical ¢ icators should respect the confidential nature of materials provided to them.
They should not divulge, without ission, any patent, proprietary, patient, or otherwise confidential
information.

Principle 7. Medical communicators should expect and accept fair and reasonable remuneration and
acknowledgment for their senvices. They should honor the terms of any contract or agreements into which
they enter.

Principle 8. Medical communicators should consider their membership in AMWA an honor and a trust. They
should conduct themselves accordingly in their professional interactions.

Original Eric W. Martin, PhD 1073
First revision: June 1989

Second revision: April 1994

Third revision: June 2008

Source: From the American Medical Writers Association website, <swww.amwa.org>.
Copyright © 2011 by the American Medical Writers Association. Reprinted with permission.
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Recognizing Ethical Issues in Technical Communication

STRATEGIES

for A

'ding Ethical Abuses

» Always cite your sources if the information or data is not your own. For spe-
cific advice on avoiding plagiarism and citing outside sources, see Appendix A.

v

Give the audience everything it needs to know. To accurately see things as you
do, people need more than just a partial view. Don’t bury readers in needless
details, but do make sure they get all the facts and get them straight.

v

Give people a clear understanding of what the information means. Even
when all the facts are known, they can be misinterpreted.Try to ensure that read-
ers understand the facts as you do. If you are not certain about your own under-
standing, say so:

v

Never manipulate information or data in your writing or in your visuals. If
you encounter data-that contradicts what you want to say, include and interpret
that data honestly. Likewise, do not make your case via exaggeration, understate-
ment, sugarcoating, or any other distortion or omission.

v

Use common sense or follow your company’s confidentiality guidelines. If you
suspect that information may be confidential, assume that it is or ask the appro-
priate personnel to clarify.

v

Do not exploit cultural inequalities or manipulate international readers. Try
to be fair. When producing a document for an international audience, be espe-
cially careful about using simple and honest language and visuals.

Constantly ask yourself, “Would I stand behind what I have created if T were held
publicly accountable for it?” If you would not, then chances are what you have
written is unethical to some degree. It may be not entirely honest, fair, confidential,
or safe.

v

J CHECKLIST
for Ethical Communication

Use this checklist for any document you prepare or for which you are responsible.

ACCURACY
[] Have I explored all sides of the issue and all possible alternatives?

[ Do I provide enough information and interpretation for recipients to
understand the facts as I know them?

[] Do I avoid exaggeration, understatement, sugarcoating, or any distortion or
omission that leaves recipients at a disadvantage?

-»
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Recognizing and Avoiding Ethical Abuses

CHECKLIST continued
HONESTY

L1 Do I make a clear distinction between what is certain and what is probable?

U Are my information sources valid, reliable, and relatively unbiased?

[ 1. Do Tactually believe what I'm saying, instead of advancing some hidden
agenda?

0 Would Istill adyocate this position if I were held publicly accountable for it?

[1 Do I inform people of the consequences or risks (as T am able to predict) of
what T am advocating?

O Do I give candid feedback or criticism, if it is warranted?

FAIRNESS

O Am I reasonably sure this document will net harm innocent persons or
damage their reputations?

O Am [ respecting all legitimate rights to privacy and confidentiality?

L Am [ distributing copies of this document to every person who has the right
to know about it?

[0 Do I credit all contributors and sources of ideas and information?

Sources: Brownell and Fitzgerald (1992), p. 18; Bryan (1992), p. 87; Johannesen (1983), pp. 21=22;
Larson (1995), p. 39; Unger (1982), pp. 39-46; Yoos (1979), pp. 50-55.

APPLICATIONS

GENERAL APPLICATION

Find the professional code of ethics for your major or career. Divide into groups of
three or four students, each of whom has a different major. Compare your profes-
sional codes, noting similarities and differences. Discuss why each code seems
appropriate for that profession.

TEAM APPLICATION

In groups of two or three, locate a piece of technical communication (or use one
provided by your instructor), and evaluate its ethical stance. Is the information
presented in such a way that ideas or facts are exaggerated or suppressed? Are any
cultural issues exploited? Share your thoughts in class, and explain how your team

would redo the information.
Printed by seu student (s 120000508@seu.edu.sa)on 10/10/2013 from 2.89 36,159 authorized to use until 3/1/2014. Use beyond the authorized useror
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CHAPTER 5 Recognizing Ethical Issues in Technical Communication

GLOBAL APPLICATION

Counterfeiting, sometimes known as “intellectual property piracy,” has become a
major point of tension between the United States and many developing nations.
Counterfeit products ranging from computer chips and pharmaceuticals to ciga-
rettes and cell phones now flood markets in Asia and South America, and many
may even be found on the streets of New York and other U.S. cities.

Beginning with the Web resources listed, do some research to learn more about
the problems of counterfeit products. What are the advantages and disadvantages,
both economically and politically, of trying to crack down on unauthorized copycat
products? Why do some countries do little to police such piracy while others,
including the United States, view it as a major priority?

Write a brief report to analyze the ethical, economic, and political issues that
influence the global debate on counterfeiting, and present your findings in a brief
oral presentation to.your class.

« <www.businessweek.com/magazine/content/05_06/b3919001_mz001.htm>
Link to a Business Week cover feature on the global counterfeit business.
» <www.allianceagainstiptheft.co.uk/report_publications.html>

The Alliance Against IP Theft, based in the United Kingdom, offers a number
of reports on piracy and intellectual property theft.

COMPUTER/WEB-BASED APPLICATION

Using the material in this chapter and the Web resources listed, prepare a two-page
memo as a brief guide to ethical communication. Your purpose is to explain
clearly how to avoid major ethical pitfalls in corporate communication.
¢ <www.onlineethics.org>
The Online Ethics Center for Engineering and Science at Case Western Reserve
University. Includes extensive background on ethical issues, case studies, and
sample codes of ethics from a number of disciplines.
¢ <ethics.tamu.edu/ethicscasestudies.htm>
Case studies in engineering ethics, compiled by researchers at Texas A&M
University.
¢ <www.iit.edu/departments/csep/codes/codes_index.html>
A substantial collection of professional codes of ethics, organized by profession
and discipline, compiled by the Center for the Study of Ethics in the Professions
at the Illinois Institute of Technology.

PEARSON I For additional technical writing resources that will help you master the chapter objectives,
t go to www.mytechcommlab.com.
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LEARNING OBJECTIVES FORTHIS CHAPTER

» Use a standard or varied
introduction/body/conclusion structure

» Create a brief or formal outline

» Chunk information into discrete units

» Determine the best sequence for your material
» Shape each paragraph for effectiveness

» Create clear headings

» Provide overviews of longer documents
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The Importance of an Understandable Structure 83

o use a familiar architectural metaphor, Part I of this book has focused on the  =ua ;‘“a""e the
mmm  Brochure for

foundations of technical communication—the underlying supports upon which " Sstructure at
the technical communication “building” stands. To review, these foundations include: mytechcommiab
1) a definition of technical communication; 2) teamwork, ethics, persuasion, and
global issues as cornerstones; 3) research as a vital part of the technical communication
process; and 4) usability as a key feature of technical communication.

Before producing specific technical documents, you need a set of blueprints.
This section, Part I1, discusses the four components of technical communication
blueprints: an understandable structure (Chapter 6), a readable style (Chapter 7),
audience-centered visials (Chapter 8), and a user-friendly design (Chapter 9).

This chapter focuses on the first of these blueprint components, structure.

THE IMPORTANCE
OF AN UNDERSTANDABLE/STRUCTURE

Structure your information in a way that readers can easily grasp. To follow your  vour audience
thinking, readers need a clear path from point a to point b. This path needs to ~comes first
be obvious as readers scan through your document, looking for its overall struc-
ture.
Unfortunately, information rarely materializes—and thinking rarely occurs—
in neat, predictable sequences. As you look over your collected information, and
begin to think about how you will structure it for your readers, you will face ques-
tions such as these:

¢ What relationships do the collected data suggest? Gettifig started:
f questions to ask
¢ What should I emphasize? yourself when

structuring

¢ In which sequence will users approach this material?
for readers

¢ What belongs where?

¢ What do T say first? Why?
¢ What comes next?

* How do I end?

Although a great deal of thinking goes into the process of answering these types of  The end result: two

questions, the result will beMigures 6.1 and 6.2 illustrate. examples of well-
. . . organized writing
Figure 6.1 depicts the f a technical document, one that

readers will instantly recogniz
announces the writer’s viewpoint,

e body delivers on the promise implied in the 1
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CHAPTER 6 Structuring Information for Your Readers

FIGURE-6.1
Document
with a standard

introduction/ { = pe h .
body/conclusion Powell 1 Rabkin

structure %
/ © MEMORANDUM

To: De; agers

From: il neral Manager J—M'

Date:  Dece (f

Subject: Diversity traini i@e
Introduction —1® As part of our ongoing efforts igl e company's commitment to diversity, we
announces the recently conducted two surveys—ol to company employees and one to our retail
topic and provides buyers. We have just received the survey from our outside analysts. The employee
an overview of what survey indicates that the members of all dej appreciate our efforts to create a
is to follow diverse and comfortable work environment. S| survey indicates that our

company is well regarded for marketing products i
However, both surveys also illuminate arcas in which
we will be initiating a new series of diversity training works|
explain the survey findings that have led to this initiative.

appeal to diverse buyers.
even better. As a result,
next year. Let me

Body provides the > First, the employee survey indicates that our workforee is rated “highly diverse” i of

evidence and data gender, with nearly equal representation of male and female employees in crial

to support the and nonmanagerial positions; however, we could do better in terms of minorit

claims made in the representation at the managerial level. Meanwhile, the customer survey demons

introduction our customers are “very satisfied” with the diversity of our marketing materials, but that
fail to provide enough materials for our native Spanish-speaking buyers.

Conclusion NI Tl A survey highlights—see the attached analysis for a more detailed picture. 4
sum lTlaFIZBS_tEY Again, we are doing well, but could do better. We feel that the best solution to address our

taking a position weaker areas is to conduct a second series of diversity training workshops in the upcoming

and making i 12 months. We hope that these workshops—which are often illuminating to both new
recommendations employees and those who have attended diversity trainings earlier—will help keep the word
“diversity” at the forefront of everyone's thoughts when hiring and mentoring employees

and creating marketing materials. More information will follow, but for now, please

emphasize (o your department employees the importance and value of these workshops.

There are, however, many ways of adapting this standard structure: For

A nonstandard example, Figure 6.2 provides visual features (columns, colors), headings, and
ilt;‘:ﬁtit:;edmgtfglfo an engaging layout. Although organized differently from the previous docu-
readers ment, Figure 6.2 does provide an introduction, a body, and a conclusion: The

heading “What is arsenic?” represents a form of introduction. The next several
headings answer the question posed in the introduction, forming in essence
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The Importance of an Understandable Structure

FIGURE 6.2
Document with a
nonstandard, but
well-organized
structure

JUST THE FACTS FOR CONSUMERS

Use of visuals,
color, and columns
makes the
organization clear

What is arsenic? i <4—— “What is arsenic?”
A paragraph is placed
above subsequent
sections, indicating
that it is the
introduction

Arsenic is a toxic chemical element
that is unevenly distributed in the
Earth’s crust in soil, rocks, and
minerals.

Three lengthier
sections—all of
Why should | be concerned ab equal importance—
arsenic in my drinking water? are balanced in the
middle of the page
to indicate the body

How does arsenic get into my drinking
water?

Arsenic occurs naturally in the environment and as
a by-product of some agricultural and industrial
activities. It can enter drinking water through the
ground or as runoff into surface water sources.

How is arsenic in drinking water
regulated?

In 1974, Congress passed the Safe Drinking Water
Act. This law directs EPA to issue non-enforceable
health goals and enforceable drinking water
regulations for contaminants that may cause health
problems, The goals, which reflect the level at
which no adverse health effects are expected, are
called maximum contaminant level goals (MCLGs).
The MCLG for arsenic is O parts per billion (ppb).

The enforceable standard for arsenic is a maximum

contaminant level (MCL). MCLs are set as close to SRR ”
" ) N pulmonary, immu

the health goals as possible, considering cost,

benefits, and the ability of public water systems to

detect and remove contaminants using suitable

treatment technologies.

numbr

What is EPA’s standard for arsenic in drinking water? +— "Whatis EPA's
To protect consumers served by public water systems from the health risks of long-term (chronic) standard” section is
arsenic exposure, EPA recently lowered the arsenic MCL from 50 ppb to 10 ppb. placed at the

bottom of the page,
indicating that itis a
conclusion

Source: U. S. Environmental Protection Agency <www.epa.gov>
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CHAPTER 6 Structuring Information for Your Readers

the body of the document. The final heading, asking about EPA standards, rep-
resents a form of conclusion, moving beyond data and description to the topic
of policy and use.

Additional ways Beyond the introduction/body/conclusion structure and its variations, there are

of structuring other ways to structure information, as discussed below.
information

OUTLINING

Outlining is essentl’af\( Even (basic documents require at least an /introduction-body-conclusion outline

Wateh the Vid “done in your head and/or a few ideas jotted down in list form. Longer documents
atch the Vide i - a q . .
1O4 on Creating an °  require a more detailed outline so that you can visualize your document overall
Outline at and ensure that ideas flow logically from point to point.

mytechcommlab ; . . .
Start by searching through the information you have gathered and creating a

random list of key topics your document should include. For instance, in prepar-
ing the arsenic document in Figure 6.2, you might start by simply listing all the
information you think readers need or expect:

Start by creating * explain what the EPA is doing about arsenic in drinking water
?n'fi(f:nigfiiﬁf"“a' * define what arsenic is

* explain how arsenic gets into drinking water

* list some of the effects of arsenic (stomach, heart, cancer)

¢ include specific data

* mention/explain the Safe Water Drinking Act

* refer to/define MCLGs

Now you can reorganize this list.

A simple list like the one above usually suffices for organizing a short document
like the memo in Figure 6.1. However, for a more complex document, transform
your list into a deliberate map that will guide readers from point to point. Create an
introduction, body, and conclusion and then decide how you will divide each of
these parts into subtopics. An outline for Figure 6.2 might look like this:

Then organize the |. INTRODUCTION—Define arsenic.
1. 500

A. Explain how arsenic gets into drinking water.

B. Explain how it is regulated (1974 Safe Drinking Water Act/MCLGs;
Maximum Contaminant Levels).

C. List some of the health effects of arsenic (visible effects;
diseases, cancers).

Ill. CONCLUSION—Describe the EPA's standards.
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QOutlining 87

For a long, complex document, you will want a formal outline to keep you organ-  Fora |0nfg dDC:JmenL
. . . t
ized as you write (Figure 6.3). g[ft?-.:: orme

FIGURE 6.3

Converting ABCD's Office Building from 0il to Gas Heating: A Feasibility Analysis

I. INTRODUCTION

. Background

. Purpose of the-Report

. Intended Audience (usually for in-school reports only)
. Information Sources

. Limitations of the Report

. Scope (list of major topics)

. DATA (BODY)
A. Description of Our Present Heating System
1. Physical condition
2. Required yearly maintenance
3. Fuel supply problems
a. Overworked distributor
b. Varying local supply
4. Cost of operation
B. Removal of the Qil Burner and Tank
1. Data from the oil company
2. Data from the salvage company
a. Procedure
b. Cost
3. Possibility of private sale
C. Installation of a Gas Pipe from the Street to the Building
1. Procedure
2. Cost of installation
3. Cost of landscaping

. CONCLUSION
A. Summary of Findings
B. Comprehensive Interpretation of Findings
C. Recommendations

Mmoo mI>>

Notice a few key characteristics of—
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CHAPTER 6 Structuring Information for Your Readers

An alternate system, decimal notation, appears in Figure 6.4. The decimal
outline makes it easier to refer readers to various sections in your final

document. But both systems achieve the same organizing objective.
. ﬂ a

create a table of contents for the document.

See also the Strategies (below) for more advice.

2.0 Data (Bady)
2.1 Description-of Our Present Heating System
2.1.1 Physical condition
2.1.2 Required yearly maintenance
2.1.3 Fuel supply problems
2.1.3.1 Overworked distributor
2.1.3.2 Varying local supply
2.1.4 Cost of operation
2.2 Removal of the 0il Burner and Tank
2.2.1 Data from the oil company
2.2.2 (and so on)

STRATEGIES
for Outlining

topics and subtopics to be included in your document. Gather your

ormation, determine what information is important to include, decide what

nformation is superfluous, and make a list of the topics to be included.

» Set up a standard outline. Start with a typical introduction, body, and conclusion
structure, even if you plan to vary the structure later.

» Place key topics and subtopics where they fit within your standard outline.
Keep your introduction brief, using it to set the stage for the rest of your
document. Include your specific data in the body section, to back up what you
promised in your introduction. Do not introduce new data in the conclusion.

» Use alphanumeric or decimal notation consistently throughout the outline.

» Avoid excessive subtopics. If you find that your outline is getting into multiple
levels of detail too often, think of ways to combine information. Do not go to
another level unless there are at least two distinct subtopics at that level.

» Refine your outline as you write your document. Continue revising your
outline until you complete your document.
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Sequencing

Outlining helps to illustrate the importance of chunkinm
down into discrete, digestible units, based on the readers’ needs and the docu-

ment’s purpose. When you chunk information into smaller portions, you help
readers to see which pieces of information belong together and how the various
pieces are connected.

Chunking requires careful decisions about exactly how much information is
enough for each portion and what constitutes sensible proportions among the
parts. For example; note how in the outline in Figure 6.3 the writer plans to break
up the information for readers-in a variety of ways. First, the planned report is
divided into three general sections, or chunks: introduction, data section (body),
and conclusion. Then each of those sections is broken into as many smaller chunks
as appropriate to help the reader see how this discussion breaks into parts and yet
each of these parts fits together to form a whole.

Chunking information is handled differently on the Web than on the printed  Chunking on the
page. On Web sites, readers expect information in very short chunks because they ::i%m’gs‘;z .
don’t like reading large portions of text on a computer screen and they want the printed page
option of zeroing in on various parts of the page, and moving from link to link. In
printed documents, however, readers expect longer passages of text, because the
printed page is easier on the eyes and because the expectation of reading a printed
page is to read sequentially rather than jump from section to section.

mou also need to show readers the logical
progression of information. The specific information sequence will depend on the

type of document.

What caused something to happen or effects o
something?). Below are descriptions of each of these common sequences.

- (EUEL T
i Spatial sequence:‘
What are the parts

and how do they
fit together?

the same sequence that readers would follow if they were actually looking at the
item. Or you might follow the sequence in which each part of the item functions
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CHAPTER 6 Structuring Information for Your Readers

(left to right, inside to outside, top to bottom). The following brief description of a
hypodermic needle illustrates spatial sequencing, proceeding from the needle’s
base (hub) to its point. (A longer descriptive document, such as one of the longer
technical descriptions in Chapter 13, would also use spatial sequencing.)

A hypodermic needle is a slender, hollow steel instrument used to
introduce medication into the body (usually through a vein or muscle). It
is a single piece composed of three parts, all considered sterile: the hub,
the cannula, and the point.The hub is the lower, larger part of the needle
that attaches to the neck-like opening on the syringe barrel. Next is the
cannula (stem), the smooth and slender central portion. Last is the point,
which consists of a beveled (slanted) opening, ending in a sharp tip.The
diameter of a needle’s cannula is indicated by a gauge number;
commonly,a 24-25 gauge needle is used for subcutaneous injections.
Needle lengths are varied to suit individual needs. Common lengths used
for subcutaneous injections are 3/8, 1/2, 5/8, and 3/4 inch. Regardless of
length and diameter, all needles have the same functional design.

Chronological Sequence

Chronological A chronological sequence follows an actual sequence of events, either something
2‘:3::32;3:&\;:12? that already happened or something that needs to follow a certain sequence in
happened/should order to be completed. Explanations of how someéthifig enedror how to do
things happen? something usually follow a strict time sequence: first step, second step, and so on.

Chronologically sequenced documents that take the form of instructions are often
numbered and usually use visual elements (photos, drawings) to further guide
readers. The following brief instructions are an example of chronological sequenc-
ing, showing the steps involved in using proper form when jogging. A full set of
instructions, such as one of the longer sets of instructions in Chapter 14, or a
progress report, such as in Chapter 15, would also use chronological sequencing.

Instead of breaking into a jog too quickly and risking injury, take a
relaxed and deliberate approach. Before taking a step, spend at least ten
minutes stretching and warming up, using any exercises you find
comfortable. (After your first week, consult a jogging book for
specialized exercises.) When you've completed your warmup, set a brisk
pace walking. Exaggerate the distance between steps, taking long
strides and swinging your arms briskly and loosely. After roughly one
hundred yards at this brisk pace, you should feel ready to jog.
Immediately break into a very slow trot: lean your torso forward and let
one foot fall in front of the other (one foot barely leaving the ground
while the other is on the pavement). Maintain the slowest pace
possible, just above a walk. Do not bolt out like a sprinter! The biggest
mistake is to start fast and injure yourself. While jogging, relax your
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Sequencing

body. Keep your shoulders straight and your head up, and enjoy the
scenery—after all, that is one of the most basic joys of jogging. Keep your
arms low and slightly bent at your sides. Move your legs freely from the
hips in an action that is easy, not forced. Make your feet perform a heel-
to-toe action: land on the heel; rock forward; take off from the toe.

Probléfm:Solution Sequence

The problem-solution sequence(proceeds from a description of the problem,
through diagnosis, to a solution. The following short analysis 1s an example
of problem-solution sequencing, describing the issue and how it was resolved.
(A longer report, such as the feasibility, recommendation, or justification reports
in Chapter 16, would also use problem-solution sequencing.)

On all waterfront buildings, the unpainted wood exteriors had been
severely damaged by the high winds and sandstorms of the previous
winter. After repairing the damage, we took protective steps against
further storms. First, all joints, edges, and sashes were treated with water
repellent preservative to protect against water damage. Next, three coats
of nonporous primer were applied to all exterior surfaces to prevent paint
from blistering and peeling. Finally, two coats of wood-quality latex paint
were applied over the nonporous primer.To keep coats of paint from
future separation, the first coat was applied within two weeks of the
priming coats, and the second within two weeks of the first. Two weeks
after completion, no blistering, peeling, or separation has occurred.

Cause and Effect Sequence

A cause and effect sequence either describes an incident and then traces its causes
(effect-to-cause) or it works in reverse, following an action to its results (cause-
to-effect). The following examples illustrate effect-to-cause and cause-to-effect
sequencing, respectively. (In addition, the analytical report in Chapter 15 uses
cause and effect sequencing.)

Modern whaling technigues nearly brought the whale population to
the threshold of extinction. In the nineteenth century, the invention of
the steamboat increased hunters’ speed and mobility. Shortly
afterward, the grenade harpoon was invented so that whales could be
killed quickly and easily from the ship’s deck. In 1904, a whaling station
opened on Georgia Island in South America. This station became the
gateway to Antarctic whaling for world nations. In 1924, factory ships
were designed that enabled round-the-clock whale tracking and
processing. These ships could reduce a ninety-foot whale to its
by-products in roughly thirty minutes. After World War I, more powerful
boats with remote sensing devices gave a final boost to
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CHAPTER 6 Structuring Information for Your Readers

the whaling industry. Numbers of kills had now increased far beyond
the whales’ capacity to reproduce.

Cause to effect Some of the most serious accidents involving gas water heaters
occur when a flammable liquid is used in the vicinity. The heavier-
than-air vapors of a flammable liquid such as gasoline can flow along
the floor—even the length of a basement—and be explosively ignited
by the flame of the water heater’s pilot light or burner. Because the
victim'’s clothing frequently ignites, the resulting burn injuries are
commonly serious and extremely painful. They may require long
hospitalization, and can result in disfigurement or death. Never, under
any circumstances, use a flammable liquid near a gas heater or any
other-open flame. (Consumer Product Safety Commission)

Paragraphing: the The preceding three strategies for structuring information (outlining, chunk-
process of shaping . . @y r . »

information within ing, and sequencing) enable you'and your readers to see the “big picture” of the
paragraphs document. Once you have thought through the document’s larger structure you

need to consider how smaller-scale but no less important strategies will help
readers follow your message. The first of these strategies

ifferent types of paragraphs have different shapes and

- purposes. For example set the stage for the discussion

that follows; mmﬂ help 'hold the discussion

together wrap up the discussion. But the focus here is on

ically found in the document’s body section. Each

support paragraph advances one aspect of the main point made in the document’s
introduction, and each usually can stand alone in meaning.

Readers look for structures they can recognize both in the document as a
whole and within individual paragraphs. Just as the document as a whole needs to
have an introduction-body-conclusion structure, so must each paragraph. Most of
the standard support paragraphs in a technical document begin with a clear topic
sentence, stating a generalization. Details in the body section support that general-
ization. These paragraphs also display unity (each sentence in the paragraph’s body
section must relate to and expand upon the topic sentence). Finally, these para-
graphs display coherence (all sentences form a connected line of thought, leading
from the topic sentence to the conclusion).

The Topic Sentence
Readers look to a paragraph’s opening sentences for the main idea. Unless you
have good reason to place it elsewhere, the topic sentence should appear first
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Paragraphing

(or at least early) in the paragraph; it should focus and forecast what will come
in the remainder of the paragraph. In some instances the main idea may require
a “topic statement” consisting of two or more sentences, but usually a single
sentence will do, as in the following example:

Solar power offers the most efficient, economical, and safe solution to An effective topic
the Northeast's energy problems. sentence

Note that key words in the topic sentence signal that the paragraph’s next
sentences (the body section) will describe how solar energy is efficient, economical,
and safe.

Paragraph Unity | un_|

The body of the paragraph must deliver on the topic sentence’s promise. A para-
graph is unified when all its material belongs there—when each and every sen-
tence directly expands on the topic sentence. Here, for example, is the complete
version of the solar energy paragraph, fully unified:

Solar power offers an efficient, economical, and safe solution to A unified paragraph
the Northeast’s energy problems. To begin with, solar power is highly
efficient. Solar collectors installed on fewer than 30 percent of roofs
in the Northeast would provide more than 70 percent of the area’s
heating and air-conditioning needs. Moreover, solar heat collectors
are economical, operating for up to twenty years with little or no
maintenance. These savings recoup the initial cost of installation
within only ten years. Most important, solar power is safe. It can be
transformed into electricity through photovoltaic cells (a type of
storage battery) in a noiseless process that produces no air
pollution—unlike coal, oil, and wood combustion. In contrast to its
nuclear counterpart, solar power produces no toxic waste and poses
no catastrophic danger of meltdown. Thus, massive conversion to
solar power would ensure abundant energy and a safe, clean
environment for future generations.

Note how the body of the previous paragraph tackles each of the benefits of solar
energy introduced in the topic sentence, sometimes devoting two or more sen-
tences to each benefit, but nonetheless staying on track. One way to damage unity
in the paragraph above would be to veer from the focus on the key words efficient,
economical, and safe into a discussion about the differences between active and
passive solar heating or the advantages of solar power over wind power, neither of
which was introduced in the topic sentence.
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CHAPTER 6 Structuring Information for Your Readers

28 Paragraph Coherence

The body of the paragraph must deliver on the promise of the topic sentence
through paragraph unity and also lead to a conclusion via a connected line of
thought, like links in a chain. This feature is called paragraph coherence. Para-
graph coherence can be damaged by 1) sentences in the wrong order; 2) insuffi-
cient transitions and connectors for linking related ideas; or 3) an inaccessible line
of reasoning and lack of conclusion. Here is how the solar energy paragraph might
become incoherent:

An incoherent Solar power offers an efficient, economical, and safe solution to the
paragraph Northeast’s energy problems. Unlike nuclear power, solar power produces
no toxic waste and poses no danger of meltdown. Solar power is efficient.
Solar collectors could be installed on fewer than 30 percent of roofs in the
Northeast. These collectors would provide more than 70 percent of the
area’s heating and air-conditioning needs. Solar power is safe. It can be
transformed into electricity. This transformation is made possible by
photovoltaic cells (a type of storage battery). Solar heat collectors are
economical. The photovoltaic process produces no air pollution.

In the above paragraph, the second sentence, about safety, belongs near the end,
because it was introduced as the third of the three benefits of solar energy. Also,
because of insufficient links between ideas, the paragraph reads more like a list than
like a flowing discussion. Finally, a concluding sentence is needed to complete the
chain of reasoning and to give readers a clear perspective on what they’ve just read.

Here, in contrast, is the original, coherent paragraph with sentences numbered
for later discussion and with transitions and connectors shown in boldface. Notice
how this version reveals a clear line of thought:

A coherent 1Solar power offers an efficient, economical, and safe solution to the
paragraph Northeast's energy problems. 2To begin with, solar power is highly
efficient. 2 Solar collectors installed on fewer than 30 percent of roofs in
the Northeast would provide more than 70 percent of the area’s heating
and air-conditioning needs. *Moreover, solar heat collectors are
economical, operating for up to twenty years with little or no
maintenance. 5 These savings recoup the initial cost of installation within
only ten years. ¢Most important, solar power is safe. 7 It can be
transformed into electricity through photovoltaic cells (a type of storage
battery) in a noiseless process that produces no air pollution—unlike coal,
oil, and wood combustion. 8In contrast to its nuclear counterpart, solar
power produces no toxic waste and poses no danger of catastrophic
meltdown. ® Thus, massive conversion to solar power would ensure
abundant energy and a safe, clean environment for future generations.
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Clarifying Headings

We can easily trace the sequence of thoughts in the previous paragraph:

Sentence 1. The topic sentence establishes a clear direction.
Sentences 2-3. The first reason is given and then explained.
Sentences 4-5. The second reason is given and explained.
Sentences 6-8. The third and major reason is given and explained.
Sentence 9. The conclusion reemphasizes the main point.

To reinforce the logical sequence, related ideas are combined in individual
sentences, and transitions and connectors signal clear relationships between ideas.
The whole paragraph sticks together.

CLARIFYING HEADINGS

One of the final steps in structuring information is to make sure you have used (Create headinﬁs as
clear headings. Use your outline as a guide. Headings-may not be appropriate for Ms
all documents, such as short documents (e.g., the memo-.in Figure 6.1), but most ‘process

technical material relies on some use of headings as a way to break up long pas-

sages of text and give readers guideposts throughout the document.

Headings often follow standard formats, such as “Introduction,” “Methods,”  Heading format
“Findings,” “Conclusion,” and so forth. In certain cases, the type of document 2ndpurpose
(a scientific paper; a report for a company that always follows the same format) will
dictate the headings you need to use.

You may use single words, phrases, brief statements, or questions as headings,
as long as the headings signal to readers exactly what to expect in the section that
falls under the heading’s umbrella.

When used consistently, questions are often the most helpful way to construct
headings. In effect, the question in the heading is answered by the material that
falls under that heading. The author of Figure 6.2 has taken this user-friendly
approach, anticipating reader questions (“What is arsenic?” “How does arsenic get
into my drinking water?” “How is arsenic in drinking water regulated?” “Why
should I be concerned about arsenic in my drinking water?” and “What is the EPA’s
standard for arsenic in drinking water?”) and answering each in turn.

Figure 6.5 is an example of a short report that uses clear, concise, and accu-
rate headings to break up the material into logical sections. Because it is a
progress report, the introductory heading gets right to the point of progress and
the concluding heading gets directly to the topic of work remaining. Meanwhile,
the headings in the middle section directly signal the key topics the reader needs
to know about.

For more on the use of headings, see pages 151-152.
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CHAPTER 6 Structuring Information for Your Readers

Progress Report: Equipment for New Operations Building

Four headings ——»  Work Completed
divide the report

into distinet, logical
sections meeting, we identified the types of training we anticipate.

Our training group has met twice since our May 12 report. In our first

Types of Training Anticipated

* Loan Officer Work Experience

¢ Divisional Systems Training

¢ Divisional Clerical Training (Continuing)
Information in each e—— e Divisional Clerical Training (New Employees)
headed section is * Divisional Management Training (Seminars)
brief and does not
stray from the
heading topic

* Special/New Equipment Training

In our second meeting, we considered various areas for the training room.

Training Room Assignment and Equipment

The frequency of training requires us to havea training room available daily.
The large training room in the Corporate Education area (10th floor) would
be ideal. Before submitting our next report, we need your confirmation that
this room can be assigned to us.

To support the training programs, we purchased this equipment:

* Audioviewer

e LCD monitor

* Videocassette recorder and monitor

* Software for computer-assisted instruction

* Tape recorder

This equipment will allow us to administer training in a variety of modes,
ranging from programmed and learner-controlled instruction to group

seminars and workshops.

FIGURE 6.5 A short report with clear headings
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Clarifying Headings

Work Remaining 4——= Final heading
To support the training, we need to furnish the room appropriately. Because clearly signals that
this section is the

the types of training will vary, the furniture should provide a flexible conclusion

environment. Outlined here are our anticipated furnishing needs.

® Tables and chairs that can be set up in many configurations. These
would allow for individual or group training and large seminars.

* Portable room dividers. These would provide study space for training
with programmed instruction and allow for simultaneous training.

¢ DBuilt-in storage space foraundiovisual equipment and training supplies.
Ideally, this storage space should be multipurpose, providing work or
display surfaces.

* A flexible lighting system for audiovisual presentations and
individualized study.

The project is on schedule. As soon as we receive your approval of these
specifications, we will send out bids for room dividers and have plans drawn

for the built-in storage.

cc. R.S. Pike, SVP
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CHAPTER 6 Structuring Information for Your Readers

An overview may not be necessary for all technical documents, particularly short
documents and reports. However, if you are writing a longer, more complex docu-
ment, help your readers by providing a brief (usually paragraph-length) preview
of what they can expect. This will help readers get the most out of the document
by answering several key questions at the outset:

¢ What is the purpose of this document?
* Why should I read it?

* What information can I expect to find here?

Think about it this'way: if you were taking a long trip, you would probably
use MapQuest or a GPS system to get the big picture of your journey and
to know exactly where you were headed. Overviews provide a similar type of
road map.

An overview should be placed at the beginning of a document, but you may
also want to provide section overviews at the beginning of each section in a long
document. The following is an example of an overview paragraph that comes at
the beginning of a long report on groundwater contamination.

AboutThis Report

A report overview This report contains five sections. The first section describes
the scope and scale of groundwater contamination in Jackson county.
The second section offers background on previous legislation related
to groundwater. Section Three shows the most recent data from the
Jackson County Groundwater Project, and Section Four compares that
data to national averages. Section Five offers recommendations and
ideas for next steps.

In addition to helping readers negotiate longer reports, overviews are also
extremely helpful in longer instruction and user manuals so that readers will
know immediately what to expect in the longer document.

Figure 6.6 is an example of an overview page from a user guide designed to
help people find and apply for federal grants. This overview (titled as “Introduc-
tion” in this document) provides a short, simple introductory paragraph
explaining the context for this user guide. Additional paragraphs describe what is
contained in the guide, and a bulleted list provides a streamlined, easy-to-read
visual overview of what is contained in the rest of this 60-page document.
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Providing an Overview

44— Heading lets readers
know that this page

IntrOdUCtlon will give them an
overview of the user

Grants.gov has been designed to make it easier for organizations to find and guide

apply for more than $500 billion in federal grants. With electronic access to «—L— Introductory

more than 1,000 grant programs offered by all federal grant-making agencies, paragraph provides

Grants.gov leverages the power of the Web to streamline your grant background

information in brief

acquisition process.
format

This user guide has been developed to help you navigate the Grants.gov
environment more easily. In it, you'll find detailed instructions for every step of

the process — whether you're an applicant or grant-making agency. <4—— Second paragraph
explains the

From getting started and registration to viewing and tracking completed purpose of the user

applications, this user guide offers clarification throughout the entire process. guice

Provided information in this user guide: 4—— Bulleted list outlines
* How To Register Your Organization The major sectjons
* How To Register As An Authorized Qrganization in the user guide

Representative
+ How To Register As An Individual
+ Find and Search Grant Opportunities
+ Download Application Packages
+ Apply For Grants
+ Track Your Application
* And How To Stay Connected

FIGURE 6.6 Overview page from a user guide summarizes the contents of the
full document
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100 CHAPTER 6 Structuring Information for Your Readers

@L CHECKLIST
for Structuring Information

U0 Am I structuring my document with readers in mind?

[ ] Does my document employ a standard or varied introduction/body/
conclusion structure?

L] Have I created an outline that will allow me to include all the necessary data
for my document?

[" Have I organized my outline using alphanumeric or decimal notation?

O Have L.chunked my information into discrete, digestible units and for
the proper medium (print or Web)?

[] Am I using the right sequence?

¢ spatial: to describe a physical item or mechanism
 chronological: to describe a sequence of events
¢ problem-solution: to describe and diagnose a problem and offer a solution
* cause and effect: to describe anincident and trace its causes
or follow an action to its results

L1 Does each of my paragraphs include these features?

¢ Topic sentence (introduction)
» Unity (body that supports the topic sentence)
¢ Coherence (connected line of thought leading to a conclusion)
[0 Have I used headings that are clear and address the sections or questions
readers expect?

L] If appropriate, does my document include an overview, helping readers
understand what will follow?

APPLICATIONS

GENERAL APPLICATION

Locate a set of instructions for something you have purchased. Identify specific
features of how this material is organized and written. Are the paragraphs chunked
into discrete units? Are headings used, and if so are they in question format? Is the
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Providing an Overview

material sequenced in a standard way? Do all of the paragraphs include topic sen-
tences and are they unified and coherent? Write a brief memo explaining why you
think the technical writers who wrote the instructions made the decisions they did.

TEAM APPLICATION

With a team of 2-3 other students, consider the following documents and discuss
the most logical sequence. (For instance, a description of a proposed podcasting
computer lab would follow a spatial sequence).

» aset of instructions for operating a power tool

¢ acampaign report describing your progress in political fund-raising

¢ areport analyzing the desirability of a proposed oil refinery in your area

¢ adetailed breakdown of your monthly budget to trim excess spending

¢ areport investigating the reasons for student.apathy on your campus

¢ aproposal for a no-grade policy at your college

GLOBAL APPLICATION

Find a document that presents the same information in several languages (assembly
instructions, for example). Even without being able to understand all of the languages
used, see if you can spot any changes made in the use of headings, the length of
paragraphs, or the extent to which information is chunked. Interview a language
professor on campus to find out why these choices may have been made.

COMPUTER/WEB-BASED APPLICATION

Locate a Web page and a print document (brochure, booklet, user guide) about the
same product. Compare these, looking for the different ways in which material is
written and chunked on the Web versus in print. Compare the use of headings,
looking for any differences. In class, give a short presentation on these differences.

PEARSON of For additional technical writing resources that will help you master the chapter objectives,
thI go to www.mytechcommlab.com.
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Writing with a Readable Style

CHAPTER OUTLINE

The Importance
- of a Readable Style 103

| 8
’h Writing Clearly 104
aphe

« vt Writing Concisely 109

- Yo

A \.\‘\- oot \Writing Fluently 777

nov <

p::s 1 wad  Writing Personably 174
/rived b - STRATEGIES for Deciding

o 7
: / 56 . \ . aboutTone 1714
% a2y o / s 1!”"’3'31“3"“;"| STRATEGIES for Nonsexist
o Org ped with ST Y pysage 115

| - L HYNEC
. ,.—.c' = ; aged with ““; 4 STRATEGIES for Unbiased
” lenhood, DUt ¥ Usage 116
P& ad fallen victimi, CHECKLIST for.Style 116
& - X
e o il \ siemes N WE Applications 717

LEARNING OBJECTIVES FORTHIS CHAPTER

» Recognize that style places your audience’s
needs first

» Appreciate the importance of style
in any document

» Use various strategies to write clearly, concisely,
fluently, and personably
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The Importance of a Readable Style 103

hile structure has to do with the reader’s ability to understand the documentasa  Definition of style
whole, including paragraphs, sfyle has to do with readability at the sentence and
word level.

THE.IMPORTANCE OF A READABLE STYLE

No matter how technical your document, your audience won’t understand the SW
content unless your sentences are easy to understand and your words are chosen ( fh€ audience’s needs

precisely. Your’s@llend of these elements:

the way in which you construct each sentence What determines

our style
the length of your sentences Y Y

ol e @

the way in which you connect sentences

the words and phrases you choose

\

the tone you convey

Readable style, of course, also requires correct grammar, usage, mechanics, and ~ Style is more than
spelling. But correctness alone is no guarantee of readability. For example, the E‘;;’::‘r%fcnr"';?gé
following response to a job application follows the rules of grammar, usage, and spelling '

mechanics, and spelling, but it is hard to read:

We are in receipt of your recent correspondence indicating your Inefficient style
interest in securing the advertised position.Your correspondence has

been duly forwarded for consideration by the personnel office, which

has employment candidate selection responsibility. You may expect to

hear from us relative to your application as the selection process

progresses. Your interest in the position is appreciated.

Notice as a reader how hard you have to work to extract information from the pre-
vious paragraph. This information could be expressed clearly and concisely, as in
the following paragraph:

Your application for the advertised position has been forwarded to our Readable style
personnel office. As the selection process moves forward, we will be in
touch. Thank you for your interest.

Inefficient style makes readers work harder than they should. Style can be ineffi-
cient for many reasons but especially when it does the following:

¢ makes the writing impossible to interpret Ways in which

. tyl
¢ takes too long to make the point slyle goes wrong
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CHAPTER7 Writing with a Readable Style

« reads like a story from primary school

« sounds stuffy and impersonal

Regardless of the cause, inefficient style results in writing that is less informa-
tive and less persuasive than it should be. Also, inefficient style can be unethical
when it confuses or misleads the audience, whether intentionally or unintention-
ally. Therefore, take the time to write with a readable style, using the strategies
described in the following sections: writing clearly, writing concisely, writing flu-
ently, and writing personably. For advice regarding correct grammar, usage, and
mechanics, see Appendix B.

WRITING CLEARLY

Why writing clearly Clear writing enables people to read each sentence only once in order to fully grasp
is important its meaning.

W Avoiding Ambiguous Pronoun References

Watch the Video Pronouns (he, she, it, their, and so on) must clearly refer to the noun they replace;

on Pronoun : - - .
Referonce at otherwise, the sentence will be ambiguous and readers will puzzle over your

mytechcommlab intended meaning. For example, consider the following sentence, in which the
reader is unable to discern whether Jack or his assistant is competitive:

Unclear referent | Jack resents his assistant because he is competitive.

Depending on whether the referent for “he” is Jack or his assistant, the sentence
can be clarified:

Clear referent Because his assistant is competitive, Jack resents him.
or
Because Jack is competitive, he resents his assistant.

Edit each sentence below to eliminate ambiguities in pronoun reference.

a. Bill told Darius that he was working too hard.
b. Janice dislikes working with Magdalena because she’s impatient.
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Writing Clearly

c. Our patients enjoy the warm days while they last.
d. They couldn’t start their cars because they were too cold.
e. Celia can’t talk to Betsy, because she’s still too angry.

Avoiding Ambiguous Modifiers

A modifier is aword (usually an adjective or adverb) or a group of words (usually a
phrase or clause) that provides information about other words or groups of words. Wateh the Video
1If a modifier is too far from the words it modifies, the message can be ambiguous. on Ambiguous

. . y . « »  Modifiers at
For instance, in the following sentence, the reader cannot discern whether “only” Wl C00
modifies “press” or “emergency’:

| Only press the red button in‘an emergency. Ambiguous modifier
1f, however, the writer repositions the modifier, the sentence becomes clear:

Press only the red button in an emergency. Clear modifier
or

Press the red button in an emergency only.

Position modifiers to reflect your meaning.

g EXERCISE 2

Edit each sentence below to clarify ambiguous modifiers.

Just place the dishes back in the cabinets after 8 .M.

. He purchased a ticket for his wife from Carnegie Hall.

T almost sat there waiting for Gino for 45 minutes.

. Before she passed away, Philippa told her mother she admired her.
Only use this phone in a red alert.

P a0 TP

Using Active Voice Whenever Possible

“T did it” (“It was done by
me”). In active voice sentences, a clear agent performs a clear action on a recipient,

as in the following example:

| Felix lost your report Active voice
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CHAPTER7 Writing with a Readable Style

Passive voice, by contrast, reverses this pattern, placing the recipient of the action
(i.e., report, in the previous example) in the subject slot, as in the following sentence:

Passive voice | Your report was lost by Felix.
Note that passive voice adds a form of the verb “be” (“was”) next to the actual verb.
Some writers mistakenly rely on passive voice because they think it sounds

In addition, passive voice sometimes obscures the subject of the sentence, as in
the following example:

| Your report was lost.

hen the person or agent responsible should be identified. In the

above example, “Your report was lost” leaves out the responsible party. (Who lost
the report?) For these reasons, favor the active voice in most writing situations.

9 EXERCISE 3

Convert these passive voice sentences to concise, forceful; and direct expressions in the
active voice.

The evaluation was performed by us.

. Unless you pay me within three days, my lawyer will be contacted.
Hard hats should be worn at all times.

. The due date was delayed.

Our test results will be sent to you as soon as verification is completed.

pan TR

Using Passive Voice Selectively

Watch the Video There are times when the
on Active vs.
Passive Voice at

mytechcommlab

example, if a group of scientists performed an experiment and wanted to explain
the results, they might write the following:

Appropriate use | The data were analyzed, and the findings were discussed.
of passive voice

Even here, active voice (“We analyzed the data . . .”) would be preferable. But if it is

clear who analyzed the data or truly not important who did the work, passive voice
might be acceptable.
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Writing Clearly

Passive voice can also ease the blow a direct sentence might deliver:

| You have not paid your bill. Blunt use of active
voice

To be indirect and less offensive, the writer may choose passive voice instead:

| Your bill has not been paid. Appropriate
(indirect) use of
passive voice
Consider this technique when you want to avoid a blunt or hostile tone. But in

general, to convey clear, readable technical information, use active voice.

The sentences below represent blunt uses of active voice. Convert each to passive voice.

Joe’s company fired him.

. Cecelia’s coworkers accused her of being lazy.

You are paying inadequate attention to worker safety.
. You are checking temperatures too infrequently.

You did a poor job editing this report.

a0 o

Avoiding Nominalizations

A nominalization is a noun that would be easier to understand as a verb. Verbs

My recommendation is for a larger budget. Unclear (-tion
ending)

The managing of this project is up to me. Unclear (“[noun] of
[noun]”)

To fix the -tion problem, strike the ending to find the root verb (“recommend”) and
rewrite the sentence in a more direct form. To fix the “[noun] of [noun]” problem,
identify the root verb form (“manage”), and create a more accessible sentence.
Following are improved versions of the above sentences:

| recommend a larger budget. Clear verb form
(-tion removed)

| manage this project. Clear verb form
(“[noun] of [noun]”
removed)
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CHAPTER7 Writing with a Readable Style

Make these sentences clearer by eliminating nominalizations.

Our acceptance of the offer is a necessity.

. Your assertion is that we spend too much time in meetings.
‘We ask for the cooperation of all employees.

. My validation of the report is required.

Please provide a description of the problem.

cpaD o

Unstack-Modifying Nouns

Too many nouns in a row can create confusion for readers. One noun can modify
another (as in“software development”). But when two or more nouns modify a
noun, the string of words becomes “stacked”—in other words, hard to read and
ambiguous. For example:

Ambiguous use Be sure to leave enough time for today’s training session participant
of stacked nouns evaluation.

In the previous sentence, the reader is left:unsure whether evaluation is of the
session or of the participants.

ong the nouns. To fix the
problem, separate the stacked nouns by changing some nouns.into verb forms
where appropriate, as in the following example:

m Be sure to leave enough time for participants to evaluate today’s
training session.

or
Be sure to leave enough time to evaluate the participants in today's
training session.

Make these sentences clearer by unstacking the nouns.

They developed online editing system documentation.

. I recommend these management performance improvement incentives.

Sarah’s job involves fault analysis systems troubleshooting handbook preparation.
. Constantine read through the strategic implementation status guidelines.

You should think about providing employees with memory recall stimulus devices.

P RN TR

Printed by seu student (s 120000508 @seu edu sajon 10/8/2013 from 2.89.36 159 authorized to use until 3/1/2014 . Use beyond the authorized user or
valid subscrption date represents a copynght violation


amsha
Highlight

amsha
Highlight

amsha
Highlight


Writing Concisely

Avoiding Unnecessary -
Every profession has its own shorthand an_

Among specialists, these terms are an economical way to communicate. For
example, “stat” (from the Latin statim, “immediately”) is medical jargon for
“drop everything and deal with this emergency.” Jargon can be useful in com-
munications among specialists. However, to avoid confusion, use jargon only
when you know your audience will understand it, and not simply to sound
important or pretentious. Consider the following sentence:

| We will bilaterally optimize our efforts on this project. Needless jargon

Clearly that writer meant to-sound important, but to most readers, the sen-
tence is simultaneously meaningless and pretentious.
Following is a clear and simple version:

| We will cooperate on this project. Jargon-free version

e EXERCISE 7

Edit these sentences to eliminate useless jargon.

a. To optimize your financial return, prioritize your investment goals.

b. The use of this product engenders a 50-percent repeat consumer encounter.

c. Unless all parties interface synchronously within given parameters, the project
will fail.

d. Acoustically attenuate our company’s food consumption area.

e. We need to formulate a workable paradigm for this project.

Why writing
concisely is
important

Avoiding Wordiness

thoughts down on the page. For your readers, however, wordiness is distracting Watch the Video
and detracts from a writer’s credibility. When you edit your document, go through and R‘;;ﬂ’g;‘i;::f
each sentence and work to eliminate excess words. mytechcommlab
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CHAPTER7 Writing with a Readable Style

Wordy phrases and at a rapid rate = rapidly
their one-word
substitutes due to the fact that = because

aware of the fact that = know
in close proximity to = near
the majority of = most

B G
which can ofte :

Needless “there is,” There is a danger of explosion in Number 2 mineshaft. = Number 2

~there are,” and "it mineshaft is in danger of exploding.
is” sentence openers

and their corrections It is necessary to complete both sides of the form. = Please complete
both sides of the form.

o express fuller meaning, but they can easily be replaced
stronger verbs that can stand on their own:

Weak verbs and their has the ability to = can

replacements .
make an assumption = assume
come to the conclusion that = conclude
give a summary of = summarize

take action = act

one or two words:

Prepositional with the exception of = except for
phrases and their .
replacements in the near future = soon

at the present time = now
in the course of = during
in the process of = during (orin)

uch as “very,”
“quite,” hink,” “in my
opinion,” “it seems”), and unnecessary pre concerned,” “the
purpose of this is”) that add no meaning to a sentence. Of course, if you are
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Writing Fluently

expressing a tentative position on a complex issue, do use a qualifier (“I think,” “it
seems” ) as appropriate.

Eliminate wordiness from the following sentences.

Qurlateness was due to the fact that we ran into traffic.

. I have come to the realization that I was mistaken.

It seems as if I have just wrecked the company car.

. Itis essential that we actimmediately.

A malfunction occurred during the process of rebooting.

a0 o

liminating Redundancy and Repetition red

A -pressio

—ays th
examples of each, which can be fixed simply through cutting out the bracketed words.

[completely] eliminate [mental] awareness Redundant phrases
[end] result [utter] devastation

enter [into] [mutual] cooperation

consensus [of opinion] [fellow] colleagues

Techniques of artificial respiration include mouth-to-mouth [respiration] Needlessly

and mouth-to-nose [respiration]. repetitious sentence

Make these sentences more concise by eliminating redundancy and repetition.

Igor’s fellow colleagues are ambitious.

. We ask for everyone’s mutual cooperation during this busy time.
This report is the most informative report on the project.

. The consensus of opinion is that we agree with Tanisha’s idea.
Sam agrees, Tanya agrees, and Soon-ye agrees too.

o ae Ts

WRITING FLUENTLY

When you write fluently, you will hold your readers’ interest and attention by ~ Why writing fluently
making clear connections between ideas and by reducing monotony. Strategies for 'S 'mportant
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CHAPTER 7 Writing with a Readable Style

writing fluently include combining related ideas, varying sentence construction
and length, and using parallel structure.

| comb | Combining Related Ideas

Readers who are forced to trudge through a series of short, choppy sentences will
not only lose interest but will also fail to see how ideas are meant to be related or
which ideas should receive emphasis. For example, the following string of five
short sentences makes for dull reading. In addition, it forces readers to invent
transitions between ideas and decide which points are most important:

Disconnected series Jogging can be healthful. You need the right equipment. Well-fitting
of ideas shoes are important. You take the chance of injuring your legs. Your
knees are especially prone to injury.

In contrast, the following two-sentence revision reads more smoothly and places a
stronger emphasis on the importance of having the right jogging shoes:

Fluent combination Jogging can be healthful if you have the right equipment. Shoes that fit
ofideas well are particularly important, because they prevent injury to your legs,
especially your knees.

9 EXERCISE 10

Combine the following sentences three times, each time creating one fluent sentence that
places emphasis in a different place. For the first combination, emphasize the negative
aspects of the job. For the second combination, emphasize the positive aspects. For the third
combination, emphasize the salary.

The job offers an attractive salary. It demands long work hours. It can be stressful.
Promotions are rapid.

. Varying Sentence Construction and Length

Watch the Video  While you should combine short, choppy sentences into longer, more fluid
o Varing versions, you don’t want to create a string of unvaried longer sentences. Readers
at mytechcommlab will find these just as monotonous, and they will also have a hard time determin-

ing which points are meant to receive emphasis. For example, the following two
longer sentences are unvaried and dull, and at the same time the reader is forced

to decide which of the five points made is the most important:
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Writing Fluently

Two drawbacks of diesel engines are that they are difficult to
start in cold weather and cause sulfur dioxide pollution. In addition,
they give off noise, emit an unpleasant odor, and cause vibrations.

In contrast, the following two-sentence revision reads less monotonously and
incorporates one short sentence to place special emphasis on sulfur dioxide
pollution:

Diesel engines have a number of drawbacks, including cold weather
starting difficulties, noisiness, odor, and vibrations. More seriously, they
also cause sulfur dioxide pollution.

g EXERCISE 11

Add variety to the following string of similar sentences.

Because people are busy these days, television DVRs are unsurprisingly popular.
Because you can record while you are at work, you don't-have to worry about
missing your favorite programs. In addition, because you can record programs
that show late at night, you don’t have to stay up late to catch your favorite pro-
grams. Finally, in case you are on vacation, you can set the DVR to record your
favorite shows automatically every week.

Using Parallel Structure

Parallel structure is a fancy way of saying that similar items should be expressed in

similar grammatlca‘l‘ fogm. Without pf:lrallellsm, readers will lose attention, being G Watch thé Vided
mentally forced to “fix” the grammatical fluency of your sentence. For example, on Parallelism at
the structure of the following sentence is not parallel: mytechcommiab

She likes many outdoor activities, including running, kayaking, and to Not parallel
design new hiking trails.

This sentence is essentially a list of items. The first two items, “running” and
“kayaking,” are expressed as gerunds (verbs converted into nouns by using -ing
endings). The third item, “to design,” is not a gerund but a verb followed by an
object. To make this sentence parallel and increase its fluency you would revise
as follows:

She likes many outdoor activities, including running, kayaking, and Parallel

designing new hiking trails.
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CHAPTER7 Writing with a Readable Style

Make these sentences clearer by eliminating faulty parallelism.

The weather today is going to be cold, rainy, and without much sun.

. My television picture is cloudy and I can see pixellation.

My car needs a tune up, an oil change, and the tires should be replaced.
. The new tutor is enthusiastic, skilled, and you can depend on her.

In his new job, Ramon felt lonely and without a friend.

cpaD o

WRITING PERSONABLY

Why writing When you write in a personable manner, you connect directly with your readers
personably is and avoid inadvertently offending them. n.

important

X3 Adjusting Your Tone

Your tone is your personal stamp—the personality that takes shape between the
lines. The tone you create depends on (1) the distance you impose between your-
self and the reader, and (2) the attitude you show toward the subject. To increase
the likelihood of bringing readers over to your side, see the Strategies that follow.

STRATEGIES

i Deciding about Tone

» Determine if you want a formal, semiformal, or informal tone. You may prefer
a formal tone when writing to superiors, professionals, or academics (depending
on what you think they expect), a semiformal tone for colleagues and subordi-
nates (depending on how close you feel to your readers), or an informal tone
when you want your writing to be conversational.

. Remain consistent. Once you've determined the appropriate overall tone of the
document, stay with it throughout.
» Address readers directly. Prefer the personal pronouns “you” and “your” to
connect with readers.

» Use “I” and “we” when appropriate. Instead of disappearing behind your
writing, use “I” and “we” to connect with your readers.

(¥ Prefer the active voice. Show confidence and diectness by using active rather |

» Emphasize the positive. Avoid a negative tone when conveying unpleasant
information.
->
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Writing Personably

STRATEGIES continued

» Always avoid an overly informal tone. Achieving a conversational tone does not
mean relying on substandard usage (“He ain’t got none”), profanity (“This idea
sucks”), and colloquialisms (“OK,” “a lot,” “snooze”).

g EXERCISE 13

Adjust the tone of 'the following sentences to improve the connection between the writer
and the reader.

The writer of this letter would like a refund.

. The requested report will be sent next week.

Students at this college will find the faculty always willing to help.

. No way am [ going to approve this dog of a proposal.

Because of your division’s lagging productivity, a management review
may be needed.

a0 T

Avoiding Sexist and Biased Language

Language that is offensive or makes unwarranted assumptions will alienate readers.

Vomen,for cxmpe. v et s o “Dese S il bl i)

mAJso, our communication should respect all
people regardless of cultural, racial, or national background, sexual or religious orien-

tation, age, or physical condition. See the following Strategies.

STRATEGIES

for Nonsexist Usage

se gender-neutral expressions. Use “chair” or “chairperson” rather than “chair-
man” and “postal worker” rather than “postman.”

» Don’t mention gender if it is not relevant. Don’t use “the female police officer”
unless you are talking about police officers in the context of gender.

» Avoid sexist pronouns. You can avoid using a sexist pronoun by revising the
sentence (“A writer who revises will succeed” rather than “A writer will succeed if
he revises”), by using a plural form (“Writers will succeed if they revise”), or by
occasionally using paired pronouns (“A writer will succeed if he or she revises”).

» Drop condescending diminutive endings. Avoid words such as “poetess” and
“majorette” and simply use “poet” and “major” instead.

Use “Ms.” Unless you know that a person prefers a traditional title, avoid “Mrs.”
and “Miss.” Males are not identified by marital status, nor should females have to be.
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116 CHAPTER 7 Writing with a Readable Style

STRATEGIES
for Unbiased Usage

» Be specific when referring to a person’s cultural/national identity. Instead of
“Asian” or “Hispanic,” for example, prefer “Korean” or “Cuban American.” Use the
cultural/national designation preferred by people in that group (e.g., “Native
American” rather than “Indian,” or “Senegalese” rather than “African”).

» Avoid potentially judgmental expressions. Instead of “Third World” or “under-
developed” use “newly industrialized” or “developing,” and instead of “nonwhite”
use “people of color.”

» Never use demeaning expressions. Avoid expressions such as “lame excuse,” “the
blind leading the blind,” or “that’s queer.”

Use person-first language for people with disabilities or medical conditions.
Avoid terms that place the.disability over the person or that suggest pity. Use
“person with a disability” rather than “disabled person,” or “person with AIDS”
rather than “AIDS victim.”

» Use age-appropriate designations. A “girl” or a “boy” is age 14 or under: a “young
person,” “young adult,” “young woman,” er “young man” is of high school age: and a
“man” or a “woman” is college-aged or older. Avoid “old” or “elderly” and use “older
person” or “senior” instead, if age is relevant.

9 EXERCISE 14

The sentences below suffer from sexist or biased expressions. Adjust the tone.

a. The group’s spokesman demanded salary increases.

b. The explosion left me blind as a bat for nearly two hours.

c. While the girls played football, the men waved pom-poms to cheer them on.
d. The Latino mechanic fixed the problem in under an hour.

e. Lame excuses for late papers will not be tolerated.

J- CHECKLIST
for Style

CLARITY

[ Have I ensured that each pronoun clearly refers to the noun it replaces?

[J Have [ placed each modifier close enough to the word(s) it explains?
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Writing Personably

L] Have I used active rather than passive voice (unless the agent
is immaterial)?

L] Have I restored nominalizations to their verb forms?

[ 1 Have I unstacked modifying nouns?

U Have I avoided needless jargon?

CONCISENESS

[ 1 Have I avoided needless sentence openers?

O Have I traded weak verbs for verbs that express a definite action?
[1 Have I avoided needless prepositional phrases?

U Have I avoided clutter words and needless qualifiers?

[ 1 Have I eliminated redundancy and needless repetition?

FLUENCY

[0 Have I combined related ideas appropriately?

[1 Have I varied sentence construction and length?
O Have I used parallel structure?

[1 Have I used short sentences for special emphasis?

TONE

[0 Is my tone appropriate and consistent for the situation and audience?
U Is the level of formality what the intended audience would expect?

O Is my writing free of implied bias or offensive language?

U Does the piece display sensitivity to cultural differences?

APPLICATIONS

GENERAL APPLICATION

Using the Checklist for Style, revise the following selections. (Hint: use the example
on page 103 as a model for revision.) If available, use the “track changes” or “editing”
function on your computer to record your suggested revisions and to identify the
specific style problems in the original selection.
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CHAPTER 7 Writing with a Readable Style

a. Letter to a local newspaper

In the absence of definitive studies regarding the optimum length of the school
day, T can only state my personal opinion based upon observations made by me
and upon teacher observations that have been conveyed to me. Considering the
length of the present school day, it is my opinion that the day is excessive length-
wise for most elementary pupils, certainly for almost all of the primary children.

To find the answer to the problem requires consideration of two ways in which
the problem may be viewed. One way focuses upon the needs of the children,
while the other focuses upon logistics, transportation, scheduling, and other
limitsimposed by the educational system. If it is necessary to prioritize these two
ideas, it would seem most reasonable to give the first consideration to the
primary reason for the very existence of the system, i.e., to meet the educational
needs of the children the system is trying to serve.

b. Memo to employees

We are presently awaiting an on-site inspection of the designated professional
library location by corporate representatives relative to electrical adaptations nec-
essary for the computer installation. Meanwhile, all staff members are asked to
respect the off-limits designation of the aforementioned location, as requested,
due to the liability insurance provisions in regard to the computer.

TEAM APPLICATION

Locate a poorly written document. In groups of four, look for problems of style
and readability. Each person in the group should be assigned to improve a differ-
ent stylistic area in the document: the first person should improve clarity; the sec-
ond, conciseness; the third fluency; and the fourth should make the document
more personable. Keep track of the improvements each team member makes, and
present your edits and final version to the class. Note how each group will have re-
vised the document differently.

GLOBAL APPLICATION

The style guidelines in this chapter apply specifically to Standard English in North
America, but technical communication is a global process. Practices and prefer-
ences differ widely. For example, some cultures prefer long sentences and elaborate
language, to convey an idea’s full complexity. Others expect lengthy introductions
and expressions of politeness and praise rather than clarity or directness. Certain
documents may originate in English but then be translated into other languages or
read by audiences for whom English is a second language. In such cases, writers
must be careful to use language that is easy to translate. Idioms (“cutthroat compe-

» < » o«

tition,” “over the top,” etc.), cultural references (“the Bronx Bomber,” “the Deep
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Writing Personably

South”) and humor (“heads I win; tails you lose”) are often difficult to translate.
Some words may carry insulting connotations, as in cultures in which when the
terms “male” and “female” refer only to animals.

Your assignment is to search the Internet using the keywords “international
business culture” to learn about the style preferences of one particular culture.
Then, in a one-page memo to your instructor and classmates, describe the style
preferences of that culture, and give examples of how these preferences differ from
the style guidelines (i.e., for North American English) in this chapter.

COMPUTER/WEB-BASED APPLICATION

Do a Web search to find an enline style guide that expands on advice offered in
this chapter. Consider the following sites, but do not limit yourself to them.

¢ Paradigm Online Writing Assistant; <www.powa.org>

¢ Capital Community College Guide to Grammar and Writing:
<grammar.ccc.commnet.edu/grammar>

¢ Purdue University Online Writing Lab: <owl.english.purdue.edu>

Prepare a one-page presentation for the class, in your own words and with examples
about how that Web site describes writing style in ways that differ from this chapter.
Why might that be the case? Attach a copy of the relevant Web page(s) to your presen-
tation. Be sure to credit each source of information (Appendix A).

PEARSON of For additional technical writing resources that will help you master the chapter objectives,
thI go to www.mytechcommlab.com.
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The Importance of Using Audience-Centered Visuals 121

Analyze the
u
mm  Document for
" effective use
of visuals at
mytechcommlab

n addition to structure and style,

THE IMPORTANCE OF USING
AUDIENCE-CENTERED VISUALS

—n print or digital documents, in oral presentations, and in

multimedia program

Because they focus and organize complex information into more simplified
form, visuals make data easier for readers to interpret and remember. Visuals work
because readers want more than just raw information: they want the information
presented so they can understand it at a glance. Consider, for example, how the
following passage might be better presented using a visual:

The time required for the global population to grow from 5 to 6 billion Technical data in
was shorter than the interval between any of the previous billions. It prose form can be
took just 12 years for this to occur, just slightly less than the 13 years hard to interpret
between the fourth and fifth billion and the 15 years between the third

and fourth billion, but much less time than the 118 years between the

first and second billion. . ..

Now consider this same information presented as a graph in Figure 8.1.

Population in billions == Total world population
10
2048
9
2028
8
2013
7
6 1999
1987 L 20 |« Labels identify
5 15 | 1 key elements (in
4 1974 14 | this case, units
1959 1 |veers of measure)

3 ';' ears

2 1922 5 hears

1 180. 37 years resrs

| 118 years

0

1800 1850 1900 1950 2000 2050 )

FIGURE 1 Time to Successive Billions in World Population: 1800-2060 ¥ | ° rr:?(:’rr:ﬁa“tli‘v";‘:ﬁ::“d

) - M o
The sixth billion accrues to world population in record time! <« Caption explains the

visual's overall
Source: United Nations {1995b); U.S. Census Bureau; International Programs meaning
Center, International Database and Unpublished Tables.
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CHAPTER 8 Using Audience-Centered Visuals

Notice how Figure 8.1 makes it easier to understand and remember the upward
population trend and the numerous facts and figures described in the paragraph
that precedes it.
%ﬂm Not all visuals are designed to convey numeric or other data. A second
look or work reason visuals are important is that they can show readers at a glance what
something looks like and/or how it works—as opposed to lengthy descriptions
in prose form.
Visuals that show how items look include illustrations and photographs,
while visuals that show how items work include diagrams. For example, the dia-
gram in Figure 8.2 illustrates how fireworks operate.

FIGURE 8.2
A cutaway
diagram that
shows how } Al “breaks.” n(]fay
something 1_ave several re_a 5., or ais-
ks tinct bursts, as it rises to a
wor peak of several hundred
feet. Hard tubes packed with
powder, known as spegette | —WHISTLE
fuses, pass the fire from one 1
break to the next. By varying -
the amount of powder in . ! _SECOND
the spegette, designers can . STAGE
precisely adjust the delay
between breaks from one to ‘  SPEGETTE
eight seconds.
—— BLAST
CHARGE
—— FIRST
STAGE
Source: G.R. Zambelli, Sr. from Scientific American, July 1999, Volume 108.
Illustration by Slim Films. Reprinted with permission.
Notice how Figure 8.2 uses a cutaway illustration, annotations, color, and text
to give readers an easy-to-understand snapshot of a mechanism that would be very
_ hard to describe using text only.
wers Finally, visuals are important because they can quickly and efficiently show
ns), (how items are organized or actions are performed, without resorting to long and
are performed difficult-to-follow textual explanations. Such visuals include organizational charts

and flowcharts. For example, imagine the dense and wordy paragraph that would
be needed to describe the process for helping an adult choking victim, as shown in
the flowchart in Figure 8.3:
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When to Use Visuals 123

FIGURE 8.3
A flowchart
Is victim collapsed or unable to speak? | that shows
| T how an action
is performed
Yes No
5-10 sharp blows
Perform to victim's upper
back with heel of
hand until item is
dislodged
-~y
/I /Wekim collapsed or conscious? I
= =
| |
Collapsed | Conscious |
Lay victim on back/straddle waist nd behind victim/wrap arms around waist
Join heels of hands and place over abdomen n heels of hands and place over abdomen
Press abdomen with quick forward thrusts ull inta abdomen with quick inward thrusts
Continue until item is dislodged onti until item is dislodged
Perform mouth-to-mouth resuscitation Follow up with doctor’s visit
Get victim to hospital immediately m
Visuals should be used to enhance your document, not just to decorate it. There
may also be organizational reasons for using visuals; for example, some companies
may always expect photographs, charts, and graphs as part of an annual report.
Certain industries, such as the financial sector, routinely use visuals (such as a line Explore the
: - . : Concept with the
graph showing recent fluctuations in the Dow Jones Industrial Average). Case Study on Visuals

As discussed below, you may choose to use visuals to support the text of your at mytechcommiab
document, or you may choose to use visuals on their own.

Using Visuals to Support Text

In many cases, visuals are an excellent way to support, but not replace, essential
discussion in the actual text. For example, you may be writing about an impor-
tant financial trend, describing features about the world economy, and making
a case for financial reforms. A series of graphs or charts would augment,
not substitute for, the text. In a situation like that, visuals would add to your
discussion.

Be sure to refer to each visual by number (“see Figure 1”) in the text. Explain
what the visual means; supply a caption for it; and place the visual as close as pos-
sible to the text it supports.
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CHAPTER 8 Using Audience-Centered Visuals

In some cases, visuals may work well on their own, a—

situations like these, merely refer t_
r instance, to show how customers who

ave purchased your company’s new plasma televisions break out by age group,
don’t list the percentages in a lengthy paragraph. Simply supply a chart or graph
that conveys this data visually.

need to explain how the visual should be interpreted, do so briefly in the
figure’s caption.

Explore the Concept ~ The most commonly used types of v1suals are tdbles, grag lllL‘tiOI’IS,
raphs, videes, sy , and e following sections

with the Actvity -
on Choosing Visuals dltns: Ph’
at mytechcommlab describe each type.

comparison.

a!vu:e on creating tables, see the annotations to Tables
gies on page 126.

and the Strate-

Numeric tables simplify complex quantitative information.

Althouih text mai be used in headlnis to oriamze the table,-

how the data are compared in a variety of ways and how a tally of the numbers
and an explanatory caption further help readers understand and interpret the
data.

_Fextual tables simplify complex qualitative information.

Numbers may be used to help organize the textual information, but

cult to explain in paragraph form and uses a footnote to explain a nuance to
the reader.
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TABLE 8.1 A numeric table

Types of Visuals

Death Rates for Heart Disease and Cancer 1970-2006 I Title explains the
table's purpose

4——e Each column has a

clear heading

Number of Deaths (per 100,000)
Heart Disease Cancer
Year Male Female Male Female
1970 419 309 248 163
1980 369 305 272 167
1990 298 282 280 176 <+
2000 256 260 257 206
2006 235 236 233 161
% change, —43.9 -23.6 -6.0 -1.2 <
1970-2006

Both male and female death rates from heart disease decreased between 1970 and 2006, but

males had nearly twice the rate of decrease. After increasing between 1970 and 1990, cancer
death rates for both groups decreased to slightly below their 1970 levels.

Source: Tables 113 and 115 from Statistical Abstract of the United States, 2007,
126th Edition by the U.S. Census Bureau.

TABLE 8.2 A textual table

Radon Risk if You Smoke

Note: If you are a former smoker, your risk may be lower.
Apicocuries per liter
Source: Home Buyer’s and Seller’s Guide to Radon, 1993, by the U.S.
Environmental Protection Agency.
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—* Numbers are
aligned properly for
ease of reading

—e Where helpful, data
are tallied

4— A caption explains

the numerical
relationships

Title explains the

table's purpose
1f 1,000 people
who smoked were The risk of cancer ‘WHAT TO DO:
Radon exposed to this level from radon exposure Stop smoking €——— Each column has a
level over a lifetime . .. compares to ... and... clear heading that
leads readers into
20 pCi/1* About 135 people ~=100 times the risk of | Fix your home theinformation
could get lung cancer drowning
10 pGi/L About 71 people could | =100 times the risk of | Fix your home
get lung cancer dying in a home fire
. 4——= Phrases are brief
8 pCi/L About 57 people could Fix your home and aligned for ease
get lung cancer of reading
4 pCill About 29 people could | <100 times the risk of | Fix your home 4—— Numbers
get lung cancer dying in an airplane enhance the verbal
crash information
2pGill About 15 people could | =2 times the risk of Consider fixing
get lung cancer dying in a car crash between 2 and 4 pCi/L
1.3 pGill About 9 people could (Average indoor (Reducing radon levels
; get lung cancer radon level) below 2 pCi/L is
. About 3 people could (Average outdoor difficult)
0.4 pCifL get lung cancer radon level)

<4— A footnote provides
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APTER 8 Using Audience-Centered Visuals

STRATEGIES
for Creating Tables

.Don’t include too much information in a single table. Overly complex tables
are confusing. Limit your table to two or three areas of comparison. Or use

multiple tables.

Provide a brief but descriptive title. Announce exactly what is being compared.
bel the rows and columns.

data and information clearly. ‘ neat columns and rows and plenty of

‘Keep qualitative information and quantitative data brief. When including high
numbers (more than three digits), ﬂnd Sralicgie o (e
sands,”“in millions,” and so on. When using text in a table, limit the number of words.

Provide additional information, if necessary. Add footnotes or a caption at the
bottom of the table to explain anything readers may not understand at first glance.
redit your sources. Unless you collected the data or information yourself,
always credit the source (see page 428 for advice on avoiding plagiarism).

Graphs st s o hapes shdes,and e A s
1splay the approximate values, the point being made about those values, and the
relationship being emphasized. Typically,

eriods, while t

creating graphs, 4 through 8.7 and the Strategies

on page 128.

Bar graphs depict
changes over time,
patterns, and trends

lined up along the horizontal axis epict changes over time,
patterns, or trends for a or instance, the simple bar graph in
Figure 8.4 shows one trend extracted from Table 8.1, male deaths from heart dis-
ease between 1970 and 2006.

ple, the multiple bar graph in Figure 8.5 (also extracted from Table 8.1) shows not

only a trend in male deaths from heart disease between 1970 and 2006 but also
from cancer during that same period.
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Types of Visuals

Male Deaths from Heart Disease 4 Title gives readers
500 [ the big picture
- 419 Thegﬁ‘creasing
L <4 trend (from 419 to
2 R
400 369 235 deaths) is easy to
=1
g 298 see
o 300 [
§ 235
Column bars are —_ o
the same width 2 200
and shade to g
revent confusion
p t. confus 2 j00
o
Each axis is clearly  s—9p 0 1970 1980 1990 2006
labeled
Year
FIGURE 8.4 A simple bar graph
Title gives readers s— Male Deaths from HeartDisease and Cancer
the big picture 500 [
gp ! Heart Disease
4= Asimple key
c .
£ 400 . ik defines each bar
H
Data for two — S 300
diseases (heart S
disease, cancer) s
are displayed 3 -
side bvpsic‘i{e b 200 4+ Even with two bars,
2 the downward trend
% 100 is easy to see
= 4= Column bars are the
Each axis is clearl same width, and each
ach axis is clearly e—p 0 disease is marked
1970 1980 1990 2006
labeled with a different color
Year (or shade)

FIGURE 8.5 A multiple bar graph

(Cinie " Graphis Line
marked at regular inter ems on the

raphs show changes, patterns, or trends 0”
single line tracks the number of building p

the year, showmg how permit requests are more common between
May and October.
displa_multaneously, as in
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128 CHAPTER 8 Using Audience-Centered Visuals

Title gives readers  o—
the big picture 350

v

Recent Dade County Building Permits

The trend (up, then e—p
down) is‘easy to see

Data points are —tp
marked with a
square shape
Each axis is clearly o—p | | | | | | | | | |

labeled Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

Building permits issued last year

FIGURE 8.6 A simple line graph

Title gives readers  =—1p Labor force participation'rate by sex, 1950-2010
the big picture
ig pictur 100 —
| Men
0l \
The overall trend — ™ Total
imo\;lhng)c_loser . 60 m e <= Data points are
ogether} Is easy G marked with a
to see o -
5 square shape
& a0 |-
Each axis is clearly o—Hp Women
labeled 20 —
. 0 | | | | | | |
A short caption 1950 1960 1970 1980 1990 2000 2010
helps explain the
relationship that the
writer wants readers e—» Continuing a historical trend, the labor force participation rate for
to notice men has declined as the rate for women has increased.

FIGURE 8.7 A multiple line graph
e:U. S. Bureau of Labor Statistics.

STRATEGIES

for Creating Graphs

se a graph only to compare values that are noticeably different. A bar graph
in which all bars are about the same height or a line graph depicting a single
straight line (or overlapping multiple lines) serves no purpose.

"rovide a clear title. Announce exactly what is being displayed.
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Types of Visuals

STRATEGIES continued

abel both the purpose and divisions of each axis.
, multiples of 10, spans of 5 years, months of the year),
s next to each number/gradation.

__— Tick marks

the graph simple and easy to read. Use no more than three bars (bar
three to four lines (line graph) per graph. Avoid needless details; read-
dcrstancl the graph at a glance.

line represents. %

e distinct. In multiple bar or line charts, use different colors

or shades for line. Provide a key or label that indicates what each bar or

se consistent format fo @ lines. In a bar graph, bars should all be of the
same width. In a line graph, lin all be of the same thickness and all data
points (those points at which a li ts with gradations on the horizontal
axis) should be marked. 7

redit your sources. As always, avoid pla %ting the sources of your in-

Q-

formation or data.

Watch the Video

Chars g o, L, an s e o @ v
The ter aph” are often used interchangeably; technically, how- on Creating

Graphs and Charts
ever, a chart displays relationships (quantitative or cause-and-effect) at mytechcommlab

or more specific advice on creating charts, see
ugh 8.10 and the Strategies on page 131.

-A flowchart traces a process o

moving from top to bottom or from left to right and using connector bars to show
relationships, as in Figure 8.8.

isplay the status of each “piece” of the “pie”—the percentage of the -

hat each piece represents. Readers can compare
or shaded) pieces to each other as well as to the whole.

the differently colore

Figure 8.9 shows a basic pie chart comparing major food sources of trans fat for
American adults.

. An organization chart shows the hierarchy and relation-
ships between different departments and other units in an organization, using a
top-down series of boxes connected by arrows, as in Figure 8.10.
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CHAPTER 8 Using Audience-Centered Visuals

Title explains the — . . .
big picture Stages in the Textbook Electronic Production Process
Final manuscript including
disks to production department
1
Director of art Manuscript assigned Production manager
and design obtains to project editor obtains text
C ecting lines - art castoffs and estimates castoffs and estimates
onnecting i —> — < <

show relationships
between stages in
the process

Individual boxes are —t—p

of same or similar
size and shape

Director of art
and design
igns designers
art studio

Project editor reviews
manuscript for design
needs and gives
sample manuscript
pages to designer

Designer prepares
design specifications

: and template

Project editor
reviews manuscript
for editorial needs

and gives text
and art manuscripts
to copyeditor

T
: Author and

| project editor
|| review copyedited
| manuscript

Text manuscript and
disks rel dto

compositor for
copyediting updates
and page makeup

Production
manager assigns
compositor and
printer

Art manuscript
sent to art studio
for rendering

Author and

\ |
————— |
| : project editor |
: Author and || review art proofs ||
| project editor L J
. . | review front §
Wording within ——p || matter pages Ful'lal ar;
each cell is simple P releasec
d clear or scanning
and c "
| Index | —————
i i ! repared
1 | Author involvement P ~
L _ | atthese stages ! Pages released
to compositor
! for correction and
! Author and final proof stage
: project editor
\ . review In-house
| index pages check of final
1 proof stage
———
Final files or film
released to printer
———
In-house
check of blues
———
Books printed,
bound, and
shipped to
warehouse
FIGURE 8.8 A flowchart

Source: Adapted from Harper & Row Author's Guide. New York: Harper & Row, 1990: 93.
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Types of Visuals

Title explains ~ —1—¥ . .
the big picture Major Food Sources of Trans Fat for American Adults
(Average Daily Trans Fat Intake is 5.8 grams or 2.6 Percent of Calories)

candy cakes, cookies, crackers,
Labe|5_a”d — 1% pies, bread, etc. .
numeric breakfast cereal 40% 4——= Each slice of the
percentages are 1% pie is proportional
provided for salad g;fSS'"Q to its percentage
each slice
household shortening-

4%

potato chips, —
corn chl%%émpcof" 4—— Different colors (or

shades) make each
™ animal slice distinct

products
21%

fried =
potatoes

Percentages — 8%

add up to 100%

!
margarine
o

FIGURE 8.9 A pie chart
Source: U.S. Food and Drug Administration.

Board of Directors 44— Level of management

moves from top
down

President

4——= Downward-pointing
arrows indicate

Wording within  e— | Secretary Treasurer ‘('.'anmpt::illler] \':‘i;re Zre:tiid?-n?t Vice‘SPrIesi;'ient hierarchy levels
each cell is simple ceounting el ales

and clear ,. + +

Individual boxes e Accounting Production Marketing
are of similar Department Department Department

size and shape

FIGURE 8.10 An organization chart

= STRATEGIES
' for Creating Charts

all types of charts, provide a clear title and credit your sources.)
Flowcharts

Move from top to bottom or left to right. The process must start at the top
(top-to-bottom chart) or left (left-to-right chart).

-
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132 CHAPTER 8 Using Audience-Centered Visuals

STRATEGIES continued

se connector lines. Show relationships between parts of the process.

Keep boxes uniform and text brief. See the tips for organization charts below.

» Pie charts
Make sure the parts of the pie add up to 100%.

.Differentiate and label each slice clearly. Use different colors or shades for
each slice, and label the category and percentage of each slice.

eep all labels horizontal. Make the chart easy to read.

mbine very small pie slices. Group categories with very small percentages
under “other.”

» Organization charts

ove from top to'bottom or left to right. Place the highest level of hierarchy
at the top (top-to-bottom chart) or at the left (left-to-right chart).

Use downward- or rightward-pointing arrows. Arrows show the flow of hier-
archy from highest to lowest.

.(eep boxes uniform and text brief. Shape may vary slightly according to how
much text is in each box. Maintain a uniform look. Avoid too much text in any
box.

[Mustrations and diagrams rely on drawings and sketches rather than data or
words, though some words may be needed to point out names, parts, or purposes.
In some cases, even if you attempt the most accurate prose description, only an
illustration or diagram can show what it is you are trying to explain, Technical
illustrations accomplish what text alone cannot.

Mlustrations and diagrams are especially valuable when you need to convey
spatial relationships or help readers visualize what an item or process actually looks
like. For specific advice on creating illustrations and diagrams, see the annotations
to Figures 8.11 and 8.12 and the Strategies on page 136.

-- An illustration shows with accuracy what something looks like.

Impressive-looking visuals

illustrations or those suited to your exact needs generally require the services of
graphic artists or technical illustrators. See, for example, how the illustration in
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Types of Visuals

=]

Microbe eats oil

Microbe digests oil and
changes it to water
and harmless gases

Microbe releases
water and harmless
gases into soil or ground

FIGURE 8.11 An illustration

Source: U.S. Environmental Protection Agency, April 2001. Information available
at <www.epa.gov/superfund/sites> or <www.cluin.org>.

Figure 8.11 (taken from the documentin Figure 1.3) provides a clear visual picture
of the bioremediation process.

If you are unable to locate an illustration that points out just the parts of a
product, process, or other item you want to-display, you may need a profes-
sional illustrator. However, the variety of illustrations available online grows
every day.

Diagrams.
diagram
For example, the diagram of a safety belt locking mechanism in Figure 8.12
portrays the mechanism in operation by juxtaposing “normal conditions” and
“emergency conditions.”

Among the manyqthr
diagrams (which separate parts of an object while showing how the parts fit together),

Phgmms (which show the interior of an object by “cutting away” the shell, as

in Figure 8.2 ), and -

Normal Conditions Emergency Conditions 4—— Titles indicate

Seat 7 Seat different stages in
heli/ Lever hEh/ Lever

the mechanism’s
o O - <4—= Lines and arrows
indicate motion
Pendulum Pendulum and direction

Simple line — operation
Inertia reel Inertia reel

drawings make
the diagram
easy to understand

All parts are —p
clearly labeled

FIGURE 8.12 A diagram

Source: U.S. Department of Transportation.
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CHAPTER 8 Using Audience-Centered Visuals

Photographs

Photographs show Although photographs are obviously more realistic than illustrations and
an ultra-realistic view  diaorams (which often highlight certain parts of an object),(photographs can
provide too much detail or fail to emphasize the parts you want viewers to
focus on.”
Many people take their own digital photographs and then use software to
@&rop the image for proper emphasis. For basic documents circulated to a small
group inside a department or organization, this can be fine. But for important
documents circulated to high-level audiences inside or outside an organization,
use professionally taken photographs.
If youlocate photographs on the Internet, be sure to credit your sources. You
also need to request permission if your document will be printed and circulated.
For more advice on taking and altering photographs, see the annotations to
Figure 8.13 and the Strategies on page 136.

Photograph shows  e—
both the object and
the person using it,
for a sense of scale

Photo is taken from e—
an angle that

simulates the

operator’'s angle of
vision

Photo has likely —
been cropped to
remove needless

detail
FIGURE 8.13 A Ehotograph
Source: SuperStock.
Videos
Videos show a Until recently, workplace videos wereypically used for training and safety purposes

full-motion view only and were filmed by outside professionals. Today, with the advent of YouTube

and similar sites, as well as the ease of filming by using a small video camera or even
a cell phone, organizations are using videos to supplement traditional documents
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Types of Visuals

Dust-Aid: DSLR Camera Sensor Cleaning Video

Video is taken
from an angle
that simulates the
angle of vision

of an in-person
learner

-—

>

405459 o = I~ ]

—= Video shows both
the object and the
person using it, for
a sense of scale

—e Full motion helps
people see how to
perform a task

FIGURE 8.14 A video frame

Source: From “Dust-Aid: DSLR Camera Sensor Cleaning Video” by
Ross Wordhouse from www.youtube.com. Reproduced by permission.

such as user manuals. For instance, the video frame captured in Figure 8.14 is from a
set of video instructions for a product called Dust-Aid (used to clean dust from the

camera sensor of a digital SLR camera). The principles for using videos are similar® (

to those for photographs, except that vi
cropping. For more advice, see the annotations to Figure 8.14, the Strategies on
page 136, and Chapter 21.

Icons and Symbols

Icons and symbols use simple illustrations that reduce a concept or item to its
most basic, understandable level. The words icon and symbol are often used inter-
changeably. But icons resemble the items they represent (for instance, an icon of a
file folder on your computer that looks like a real file folder), whereasSymbols get
the meaning across without resembling the items theyrepresent (for example, a
skull-and-crossbones warning symbol that looks like%ath” but gets the “do not
ingest/poison” message across, or a cross that symbolizes not “cross” but “medical
help”). Because these types of illustrations generally do not rely on text, they are
more easily understood by international audiences, children, and people who have
difficulty reading. For specific advice on using icons and symbols, see the annota-
tions to Figure 8.15 and the Strategies on page 136.
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136 CHAPTER 8 Using Audience-Centered Visuals

Simplicity of the
drawings reduces *=——»
any chance for

confusion

The first three —p
images are icons
{representative);

the last two are

symbols{abstract) FIGURE 8.15 Internationally recognized icons and symbols

STRATEGIES
for [llustrations, Diagrams, Photographs, Videos, Icons, and Symbols

(For all such visuals, always credit the source if not self-created, and seek permission
if reproduced and circulated.)

» Illustrations

‘Ise illustrations that are easy to interpret. Avoid illustrations that distort an
object’s actual appearances.

how only those parts that your viewers need to see.
abel each important part.

» Diagrams

.’rovide clear explanations. Explain how diagram parts fit together or operate.

se lines and arrows to indicate direction and motion. For diagrams that
Qh:w action, directional markers help viewers understand the action.

ep diagram illustrations simple. Merely show viewers what they need to see.
.abel each important part.

» Photographs

rovide a sense of scale. Try to show the object and a person using it, a ruler,
or a hand.

Simulate the viewer’s angle of vision. Consider how your readers would need
to view the item.

rop out needless details.
bel key parts. A simple photograph may not need labels, but a more com-
plicated photograph should have essential parts labeled.
» Videos

‘Provide a sense of scale. Try to show the object and a person using it (or a
ruler or a hand). >
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Special Considerations When Using Visuals

STRATEGIES continued

how only what the viewer needs to see. For example, in a video of a long
procedure, focus on just the part of the procedure that's most relevant.

dit out needless detail. If you have editing software, shorten the video to
include only the essentials.

.Avoid excess outside or office noise when recording sound.
» Iconsand Symbols

se icons and symbols sparingly. Use them only when directly appropriate,
say, to supplement textual warnings or instructions.

.Use internationally recognized icons and symbols. Some icons and symbols
may not convey your inténided meaning in other cultures.

SPECIAL CONSIDERATIONS
WHEN USING VISUALS

Once you are aware of the variety of visuals at your disposal, select those most Explore the
appropriate for your audience and purpose, and consider how to integrate them Activﬁ?j"::':n";;;;izhge

within your document. Newsletter Visuals
at mytechcommlab
When selecting visuals for any document

Generally speaking, i i Special audience
considerations

. . . : . P lc_atEd illustra- Explore the Concept
tions and diagrams, and other visuals that direct their focus and interpret key with the Activity
points for them. If your audience is a combination of experts and nonexperts, you f’n”vﬂf::c‘,,‘;:‘,fﬁjllf o
should err on the side of the nonexperts.

Also be aware that your audience may include international readers or North
American readers from different cultural backgrounds. When choosing icons or
symbols, use those that are internationally recognized (when in doubt, check the

International Organization for Standardization’s Web site at <www.iso.org>). Also
keep your visuals (including text within visuals) simple and basic and avoid
images and colors that might unintentionally offend people from other cultures. If
you are knowingly writing to members of a particular culture or nationality,
search the Internet for more background on that audience.
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CHAPTER 8 Using Audience-Centered Visuals

Consider how each visual advances your purpose. For example, don’t decide to
use a bar chart just because you like its professional appearance; make sure the
information or data you want to present is best served via a bar chart. Following
are additional suggestions for fitting a visual to its purpose:

Consider » To simplify complex numerical data or textual information, use a table.
the purpose . .
of each%isual * To get your audience to draw conclusions from facts and figures, use a graph

or a chart that shows comparisons.
¢ To show how parts make up the whole, use a pie chart.
¢ Toshow hierarchy and relationships in an organization, use an organization chart.
¢ To show steps in a process from beginning to end, use a flowchart.

 To show what something looks like, use an illustration or photograph.

* To show how parts.fit together or operate, use a diagram or a photograph
depicting a process.

Place your visuals where they best serve the needs of your readers: as close as possible
to the related discussion if they are central to-that discussion or in an appendix if
they are peripheral to your discussion. Introduce your visuals within the text by
referring to them by number (Figure 1, Table 4, etc.), and explaining what they mean
(e.g., “As Figure 3.4 shows . ..”), making sure that the Figure and Table numbers
match the cross-references in the text. Make your visuals user-friendly in their pres-
entation by framing them with plenty of white space, eliminating visual “noise”
(excessive lines, bars, numbers, and inessential information), and sizing each visual
for the right proportion and emphasis on the page.

ically adds color to charts and graphs. In an illustration or diagram you can
highlight particular areas by using color against a more subdued background.
When color is not available, try using grayscale shades. In some visuals, however,
grayscale may not be effective: for example in a pie chart with numerous “slices”
(see Figure 8.9), using slight gradations of gray may cause the slices to blend too
closely. Likewise, in a multiple bar chart or multiple line chart (see Figures 8.5 and
8.7) you will want to sharply differentiate bars and lines. For more information on
using color, see Chapter 9.
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Special Considerations When Using Visuals

Although you are perfectly justified in presenting data in its best li
responsible for avoiding misrepresentation.

Wls can be distorted:

using-inaccurately sized slices in a pie chart misrepresents the true percentages;
leaving out essential information from a table, chart, or graph doesn’t give
readers the true picture of what’s happening; inflating or reducing the size of

- . ; . Explore the Concept
illustrations or photographs can make items appear more or less important than with the Case Study

on Ethical Visuals at

they actually are. When creating visuals, take care to convey and explain informa-  pytechcommiab

tion accurately.

@A CHECKLIST
for Using Audience-Cen d Visuals

[J Have I looked for parts of the document that contain numeric or other data
that would be best conveyed as a visual?

[ Is the visual located near the text and have I referenced the visual within the
text (for example, “See Figure 1 on page 97)?

U Are my visuals easy to understand at a glance?
[J Are my visuals accurate and not distorted in any way?

[] Have I considered each type of visual and determined the most appropriate?

TABLES

0 Am [ using a table to compare data or other information?
0 Is the table clear and uncluttered?

[J Can readers make easy comparisons of the data in the table?

[J Are rows and columns clearly labeled?

GRAPHS

O Am I using a graph to depict patterns, trends, or changes over time?
[J Will a bar graph or a line graph be more effective for these data?

0O Am I using color effectively but not overwhelmingly?

[J Is each bar or line distinct and easy to distinguish?

>
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140 CHAPTER 8 Using Audience-Centered Visuals

CHECKLIST continued

CHARTS

[0 Am [ using a chart to illustrate relationships of parts to a larger whole?

L] In a flowchart is the flow easy to follow and are all boxes connected?
[ In an organization chart are the titles/names clear and easy to read?
[1 In a pie chart do the slices of the pie add up to 100%?

JLLUSTRATIONS, DIAGRAMS,AND PHOTOGRAPHS
U1 Are the illustrations sufficiently clear without being too detailed?
[ ] Do all illustrations and diagrams have a title or explanation?

U] Is the quality of my photographs sufficient for viewers to see what I am
trying to illustrate?

[ ] Am T using any symbols or icons sparingly?

APPLICATIONS

GENERAL APPLICATIONS

1. Display the following information in the visual format most appropriate for a
particular audience. Describe that audience and explain why you selected .the
type of visual as most effective for that audience. Include with the visual a cap-
tion that interprets and explains the data.

Data: Assume that the Department of Energy breaks down energy consumption in
the United States (by source) into these percentages: In 1970, coal, 18.5; natural gas,
32.8; hydro and geothermal, 3.1; nuclear, 1.2; oil, 44.4. In 1980, coal, 20.3; natural
gas, 26.9; hydro and geothermal, 3.8; nuclear, 4.0; oil, 45.0. In 1990, coal, 23.5; natu-
ral gas, 23.8; hydro and geothermal, 7.3; nuclear, 4.1; oil, 41.3. In 2000, coal, 20.3;
natural gas, 25.2; hydro and geothermal, 9.6; nuclear, 6.3; o0il, 38.6.

2. Find an article in a newspaper, in a journal, or on the Web that lacks the visuals
necessary to support the purpose of the article or the needs of its readers. Analyze
the article and identify where visuals would be helpful. Make a list of the visuals
you would recommend. Pick one visual from your list and create it. Does the arti-
cle contain all the data or information you need to create the visual?

3. Devise a pie chart to depict your yearly expenses. Title the chart and be prepared

to discuss it in class.

Printed by seu student (s 120000508 @seu edu sajon 10/8/2013 from 2.89.36 159 authorized to use until 3/1/2014 . Use beyond the authorized user or
valid subscrption date represents a copynght violation



Special Considerations When Using Visuals

TEAM APPLICATIONS

1. As a team, obtain enrollment figures at your college for the past five years by gen-
der, age, race, or any other pertinent category. Construct a bar graph to illustrate
one of these relationships over the five years.

2. As a team, decide what would be the most appropriate visual for illustrating this
relationship: a comparison of three top brands of skis, according to cost, weight,
durability, and edge control. In groups of two, create this visual, then compare
approaches. Why did one group choose one type of visual over another?

GLOBAL APPLICATION

The International Organization for Standardization (ISO) is a group devoted to
standardizing a range of material, including technical specifications and visual
information. If you've ever been in anairportand seen the many international signs
directing travelers to the restroom or informing them not to smoke, you have seen
ISO signs. Go to the ISO Web site at <www.iso.org> to learn about ISO icons and
symbols. Show some of the icons and symbols, and explain why these work for
international audiences.

COMPUTER/WEB-BASED APPLICATION

Compile a list of six Web sites that offer graphics support by way of advice, image
banks, design ideas, artwork catalogs, and the like. Provide the address for each
site, along with a description of the resources offered and their approximate cost.
Report your findings in the format stipulated by your instructor.

PEARSON I" For additional technical writing resources that will help you master the chapter objectives,
mtc go to www.mytechcommlab.com.

Printed by seu student (s 120000508 @seu edu sajon 10/8/2013 from 2.89.36 159 authorized to use until 3/1/2014 . Use beyond the authorized user or
valid subscrption date represents a copynght violation



Designing User-Friendly

Documents

CHAPTER OUTLINE

The Importance of User-Friendly
Document Design 143

Characteristics of Well-
Designed Documents 144

Specific Design Elements 146

STRATEGIES for Designing:
Consistency and
Cohesiveness 150

STRATEGIES for Designing:
Navigation and Emphasis 155

CHECKLIST for Document
Design 157

Applications 157

LEARNING OBJECTIVES FORTHIS CHAPTER

» Understand the importance of document design

» Identify and create well-designed documents

» Use design elements for consistency
and coherence

» Use design elements for navigation and emphasis
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The Importance of User-Friendly Document Design 143

at mytechcommilab

Explore the
. . Tutorial on
ell-designed pages mnvite readers in, guide them throug € materlal- Document Design

THEAMPORTANCE OF USER-FRIENDLY
DOCUMENT DESIGN

Like all decisions abouttechnical communication, document design consists of a
series of informed choices.

— — Explore the
These decisions affect the usability of the document. Concept with

Imagine that you are asked to produce a heart surgery brochure for a hospital. }:iﬁ,ﬂm%:s?gn
The brochure’s intended audience consists of patients who have a particular heart ~ at mytechcommlab
condition and may need to undergo a specific type of heart surgery. The
brochure’s purpose is to explain the procedure, answer frequently asked questions,
and review the risks—while reassuring patients.
Before you would even begin to think about what to write or how to design
the document, you would need to do an audience and purpose analysis (see -
Chapter 4). If the brochure also needed to include a list of tasks, such as a checklist
of actions patients must take, you might also conduct a task analysis (explained in
Chapter 4). Your analysis would yield much important information. For example,
you are likely to determine the following as the most important outcomes for the
document:

1. To reassure fearful patients that the surgery is safe and that the recovery rate is
quicker than that of many other types of heart surgery.

2. To ensure that readers are able to understand what they need to do before,
during, and after the surgery.

3. To make certain that older patients—who make up the largest population of
candidates for this surgery, and who sometimes have poor eyesight—are able
to read the document.

To reassure fearful patients, you could choose a comforting typeface, a warm color
scheme, and plenty of white space to give the brochure an unimposing look. To ensure F
that patients understand the steps involved you could use numbered and bulleted lists

to break up and simplify the various procedures. To make the document more readable

for older patients, you could use a large font size.

Document design, like all aspects of technical communication, puts audience
and purpose first.
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CHAPTER 9 Designing User-Friendly Documents

CHARACTERISTICS OF WELL-
DESIGNED DOCUMENTS

Readers appreciate documents that are well designed because such documents
make it easy and pleasant for people to access and use the information they need.

Foﬁ@f Well-designed documents typically have four characteristics: they are inviting and

g);gﬁcn:a accessible; they flow well as a single, cohesive unit; they provide a visual hierarchy,
displaying information in the right order; they address a diversity of readers.
Figure 9.1 does not meet those requirements, while Figure 9.2 (a revision of the
same document) does.

Readers expect an People generally read technical documents only because they have to. They

iacc-e'ssible design may pick up a document because they need information, as in the heart surgery
brochure described above, or they may be presented with a document they are

Document is untitled e——p
apd Plrg}”des hno Mold is a public health problem. Meolds are simple organisms that are found virtually
visual hierarchy: everywhere, indoors and outdoors. The potential health effects of indoor mold are a growing
everything looks S . :

concern. Mold can cause or worsen certain illnesses (e.g., some allergic and occupation-related

equal diseases and infections in health care settings). There is not conclusive evidence, however, about
whether indoor mold is associated with a multitude of other health problems, such as pulmonary
hemorrhage, memory loss, and lack of energy.

Small margins e—— The Centers for Disease Control has accomplished much on the problem. The CDC has a

make the document mold Web site (http://www.cde.gov/nceh/airpollution/mold) that provides information on molds

look crowded and health and links to resources. In conjunction with the Council of State and Territorial

Epidemiologists, the CDC has created an inventory of state indoor air quality programs which is
available at http://www.cdc.gov/nceh.airpollution/indoor_air.htm. The CDC assists states in
responding to mold-related issues, including offering technical assistance with assessment,
cleanup efforts, and prevention of further mold growth and unnecessary exposure. The CDC is
strengthening state, local and tribal capacity to respond to mold-related issues, including:
determining the extent to which state programs establish coordinated responses to indoor mold
exposures, working with federal and other organizations to coordinate plans related to indoor air

Unbroken «— and mold, developing a coordinated public response strategy, and identifying resources for
paragraph looks developing and implementing responses. The CDC is also developing an agenda for research,
dense and service, and education related to mold. As a first step, the CDC contracted with the Institute of
intimidating

Medicine (IOM) to conduct a study on the relationship between damp or moldy indoor
environments and the manifestation of adverse health effects and to provide recommendations
for future research. The CDC’s mold-related agenda is expected to address subjects such as the
following: characterizing environmental conditions that allow mold growth indoors and the

Inadequate white «— association between indoor mold and disease or illness; improving the capacity of state, local, and
space makes this tribal health departments to prevent, investigate, and control mold exposures; and conducting and
version hard on the supporting research to define the association between damp or moldy indoor environments and
eye harmful health effects.

The next steps the CDC will take include assisting states and others in responding to
mold issues and developing an agenda for research, service, and education related to mold as
described above. For more information, visit http://www.cdc.gov/nceh/airpollution/mold.

May 2004

FIGURE 9.1 Ineffective page design
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Characteristics of Well-Designed Documents

PROGRAM IN BRIEF

Mold

WHAT IS THE'PUBLIC HEALTH PROBLEM?

Molds are simple organisms that are found virtually everywhere, indoors and outdoors. The potential
health effects of indoor mold are a growing concern. Mold can cause or worsen certain illnesses (e.g..
some allergic and occupation-related diseases and infections in health care settings). There is not
conclusive evidence, however, about whether indoor mold is associated with a multitude of other health
problems, such as pulmonary hemorrhage, memory loss, and lack of energy.

WHAT HAS CDC ACCOMPLISHED?

"  CDC’s Mold Web site (http://www.cde.gov/mold) provides information on molds and health and

links to resources. In conjunction with the Council of State and Territorial Epidemiologists,
CDC has created an inventory of state indoor air quality programs, which is available at

cde.gov/neeh/airpollution/indoor_air.htm.
s states in responding to mold-related issues, including offering technical assistance
with assessment, cleanup efforts, and prevention of further mold growth-and unnecessary
exposure.
CDC is strengthening state, local, and tribal capacity to respond to mold-related issues, including
(1) determining the extent to which state programs establish coordinated responses o indoor
mold exposures: (2) working with federal and other organizations to coordinate plans related to
indoor air and mold: (3) developing a coordinated public response strategy: and (4) identifying
resources for developing and implementing responses.
CDC is developing an agenda for research, service, and education related to mold. As a first step,
CDC contracted with the Institute of Medicine (IOM) to conduct a study on the relationship
between damp or moldy indoor environments and the manifestation of adverse health effects and
to provide recommendations for future research. CDC’s mold-related agenda is expected to
address subjects such as the following:

@ Characterizing environmental conditions that allow mold growth indoors and the
association between indoor mold and disease or illness:
Improving the capacity of state, local, and tribal health departments to prevent,
investigate, and control mold exposures;
Conducting and supporting research to define the association between damp or moldy
indoor environments and harmful health effects.

o
o
WHAT ARE THE NEXT STEPS?

CDC will continue to assist states and others in responding to mold issues and develop an agenda for
research, service, and education related to mold as described above.

For more information, visit hitp://www.cdc.gov/imold. May 2004

DEPARTMENT OF HEALTH AND HUMAN SERVICES
CENTERS FOR DISEASE CONTROL AND PREVENTION
SAFER*HEALTHIER+*PEOPLE

<

-«

<

P

<

—e Even from a
distance, readers
can see the
document as a
cohesive, single unit

r—e Title, headings, and
bullets provide a
visual hierarchy

—e Ample margins and
white space give the
document an open,
accessible look

—= Bulleted list
breaks up dense
paragraph

—e Simple use of two
colors for (Web
address and
headings) helps
readers focus on
essential
information

FIGURE 9.2 Effective redesign of Figure 9.1

Source: Centers for Disease Control and Prevention, May 2004.
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CHAPTER 9 Designing User-Friendly Documents

required to read for work. Either way, readers will resist a document that is intimi-
dating or hard to read and will try to get the information in some other way
(e.g., going to the Internet to find a more straightforward presentation or asking a
colleague or the writer for clarification).

Various types of software can help with document design, but all the software
in the world won't help unless writers understand basic principles of visual appeal
and accessibility.

Notice how Figure 9.1 presents a barrage of information with absolutely no
design elements, making the information needlessly intimidating, unappealing, and
hard to grasp. In contrast, Figure 9.2 uses a clear title, margins, white space, bullets,
headings, and color to present the same information in a much more open, inviting,
and accessible manner.

Generally, readers view a document first as a whole unit, scanning the
page quickly to get a sense of the overall layout. Even from a distance, without
being able to read the text, readers should be able to answer the question “How
is this document structured?” Design elements help readers answer that ques-
tion.

Consider how Figure 9.1 tells readers nothing about how the document works
as a unit—it is simply a page full of text. Figure 9.2, on the other hand, has a pur-
pose (as indicated by a title), moves from point A to point B (as indicated by the
headings), and presents a list of specific facts (as indicated by the bullets).

Readers also expect the document to highlight the most important informa-

- tion. In other words, they expect the document’s design to help them determine
the visual hierarchy of the information, displayed primarily through the level and
design of the headings, and the inclusion of numbered or bulleted lists.

Notice how Figure 9.1 provides no visual hierarchy. It simply offers a series
of paragraphs, each seemingly offering information of equal importance. In
contrast, Figure 9.2 offers a clear hierarchy of information. All three headed
sections are of equal importance, and so the headers are designed identically
(same font, font size, and color). The bulleted items fall into two levels of detail:
general and specific (the more specific bulleted items are indented further in a
different style of bullet).

A document’s design can also affect its multicultural appeal. For instance, a cer-
tain color might be interpreted differently by different readers. As a rule, use subtle
and varied colors, standard fonts and font sizes, and appropriate white space.

The elements of document design comprise

Explore the Concept
with the Case Study
on Document Design
at mytechcommlab
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Specific Design Elements

Designing for Consistency and Cohesiveness

Elements that provi nsistency and cohesiven

Each element is described below and summarized in the Strategies
on-page 150.

Grid Patterns. Grid patterns help readers make sense of a document as a sin-

gle unit because they create an underlying structure throughout the document.
Figure 9.3 shows a sampling of grid patterns.

use a combined grid pattern.

==

==

Vi al Grid H(‘)ntal Grid
( lumns)

FIGURE 9.3 Grid patterns

Combifigd Grid

-. Consistent margins give the document a unified appearance.

arrow margins crow,
is. On your 8%-by-11-inch page

at is closely related or best understood in one block; use
short paragraphs for making complex material more digestible (as in step-by-step
instructions or for emphasizing vital information). At the same time, try to vary
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CHAPTER 9 Designing User-Friendly Documents

the lengths of your paragraphs. Readers are likely to resist a document that consists
primarily of long or short paragraphs only. Also, avoid “orphans” (one line of a
paragraph at the bottom of a page) and “widows” (one line of a paragraph at the
top of a page).

lined up evenly along the left
(even right margins) o
arrangement creates its own feel.

ave a choice betwee
uneven or “ragged” right margins). Eac
between words and letters on a line, and you may need to frequently hyphenate words.

Justified text is generally used in books, annual reports, and other formal materials. In
unjustified text, text is-ragged on the right side of text blocks, but spacing between

words and letters on a line is even, and you can avoid overuse of hyphenation.
o text s approprite 9 o personal forms of communiction.
H and in-house reports. Whichever justification you choose be consistent
roughout the document. Figure 9.4 illustrates justified and unjustified text.

According to the chart in Figure 3, the population of Queens County, New York, remains

the most diverse in the United States. Historically, particular populations have been
. concentrated in particular areas. For example, Long Island has long been known as a

Right and left *— Jlargely Latino area, Woodside as mostly Asian and Middle eastern, and Jamaica as

justified text (from a .g V_ ] ' > v '

formal report) primarily African and Caribbean. However, over the last 15 years, these concen-

trations have become less cogent.

Left-only justified «— In order for this new initiative to be a success, we ask for the support and participation
text {from a memo) of every employee of the company. Please take a moment to review the enclosed list of
training sessions, which will begin on August 24th. We strongly suggest that you sign up
for at least one session during the first month to get an overview of the initiative, then
take intermediate and advanced sessions in the upcoming months.

FIGURE 9.4 Justified and unjustified text

. Sometimes, i

JAreas of text or visuals surrounded by appro-
priate white space draw the reader’s eye to those areas. Well-designed white space
is used evenly throughout an entire document, orienting users by keeping related
elements together, isolating and emphasizing important elements, and providing

breathing room between blocks of information, as in Figure 9.5.
Printed by seu student (s 120000508 @seu edu sajon 10/8/2013 from 2.89.36 159 authorized to use until 3/1/2014 . Use beyond the authorized user or
valid subscrption date represents a copynght violation



amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight


Specific Design Elements

v

White space in
example #1 equates

A

l:l EI White space in
example #2 equates
the two visuals and all three paragraphs
isolates them from e — —— and provides
the paragraph — - breathing room
—— —— between them

1. 2.

FIGURE 9.5 White space

Always-be consistent about line spacing. In
When inserting
a long quotation, indent the quotation, use single spacing within the quotation
only, then return to double spacing for regular text. Also be consistent about
indentation. As a general rule, indent each paragraph'unless you insert an extra
line space between paragraphs.

w Font style refers to the typeface used and the personality that each type-

Fonts fall into several cate ories:mwch as*
and Palatino) ha orizontally from the main

strokes of a letter. Serif fonts are generally considered more formal. nts

(such as Helvetica and Arial) * “sans” 1s French for
“without”). They tend to look professional without being quite as formal as serif fonts
and are appropriate for most other types of technical documents. Decorative fonts are
often used in advertising and marketing but should be avoided in technical docu-
ments. Figure 8.6 shows the differences between these font styles. Pick an appropriate

font and stick with it throughout a document. For headings, you might select a differ-
ent font (and a larger size), but use those heading fonts consistently as well.

Times New Roman is a serif font. 4——= Use serif and sans-
o . serif fonts
Arial is a sans-serif font.
M1 £nalish is a decorative font, <4—— Avoid decorative
fonts

FIGURE 9.6 Sample font styles

Italics, boldface, and ALL CAPS are another element of font style you need to
consider. Sometimes people use italics much as they would use a highlighter or
marker, to set words apart and draw attention to these words. But excessive use

of italics can make it hard for your audience to decide which information is truly
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CHAPTER 9 Designing User-Friendly Documents

important. The same is true for boldface: too much bold will lose its appeal.
" Bold i good for headings,subbeadings, o erms or concepts i a entence hat

you want to emphasize. Within text, use bold selectively. Use all-capital letters
for a few words only or when creating short headings. Long strings of capital
(uppercase) letters and words are hard to read.

Standard guidelines suggest using
of most documents (usually
. Use a 2-point larger font for each level of headings (see
page 151). Most important, be consistent throughout the document.

STRATEGIE
for Designing: Consistency and Cohesiveness

GRID PATTERNS

» Select an appropriate grid pattern. Use a horizontal grid pattern for most basic
documents (memos, letters, reports). Use a vertical grid pattern for specialized
documents (manuals, brochures, and newsletters). Use a combined pattern rarely.

» Use the same grid pattern throughout the document.
MARGINS

» Use adequate margins. Use a 1-inch to 1%-inch margin-along the top, bottom,
left, and right of the page. For bound documents, use a 2-inch inside margin.

» Use the same margins throughout the document.

PARAGRAPHS

. » Vary the length of paragraphs. Use long and short paragraphs as appropriate to
keep blocks of related text together.

» Avoid orphans and widows. Add extra space to bump orphans to the next page, and
reduce space (or shorten paragraph content) to pull widows to the previous page.

JUSTIFICATION

» Determine if your text will be justified on one or both margins. Use justified left
and right for formal documents, and use left-only justified (ragged right margin)
for less formal documents (memos, letters, in-house reports, and so on).

» Use the same justification throughout the document.

WHITE SPACE

» Use plenty of white space. Use white space between paragraphs and/or columns,
and around visuals, when appropriate.

>
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Specific Design Elements

STRATEGIES continued

» Use white space consistently. If you include white space between paragraphs or
columns, use the same amount throughout the document. Include the same
amount of white space around each visual in the document.

LINE SPACING AND INDENTATION

» Decide how you want to use line spacing and indentation. Use single, double,
or other (for instance, 1%) line spacing. Indent all paragraphs or none.

» Stick with your original plan. Don’t vary the line spacing or paragraph indenta-
tion. Be consistent.

FONT STYLE
' Use either a serif or sans-serif font.

» Decide which serif or sans-serif font to use. Some of the most popular serif fonts
are Times New Roman and Times. The most popular sans-serif font is Helvetica.

» Stay with the same font throughout. You might choose a different font for any
headings in your document.

» Use italics, boldface, and ALL CAPS selectively and sparingly.

FONT SIZE

» Use a standard font size. Generally, a 10-point to 12-point size (depending on the
font style) should be used for text, and a slightly larger size for each level of heading.

» Use a consistent font size. Stay with the font size you've chosen for each element
(text, headings, notes) throughout the document.

Designing for Navigation and Emphasis

Elements that aid navigation and add emphasis include headings; color, shading,
boldface, italic, and underlining; bulleted and numbered lists; running heads and
feet; and tables of contents and indexes.

-Headings digestible parts

q—nportance of topics.

searching for the sections that seem most relevant, or they will scan only the main
headings, skipping the lower-level headings. To help readers navigate, design your
headings consistently.
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152

Levels and design
of headings

A-level heading
uses all caps,
boldface, and rests
above the
paragraph

B-level heading
uses initial caps,
boldface, and rests
above the
paragraph

C-level heading
uses initial caps,
boldface, and runs
into the paragraph

Explore the

Concept with the
Activity on Document
Design and Color at
mytechcommlab
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Headings generally break down into A-level (major headings), B-level (secondary
headings, which always fall beneath A-level headings), and C-level (minor headings,
which always fall beneath B-level headings). Each higher level of heading should
encompass at least two heads at the next lower level, as in Figure 9.7. Lower levels
of headings (D-level, etc.) make a document appear hard to navigate. Use bulleted or
numbered lists instead.

Always use the same font style, size, and color at each level. Avoid orphans
(headings that stand alone at the bottom of a page without any text beneath
them). Figure 9.7 illustrates three levels of headings.

CURRENT MEDICATIONS AND THEIR HISTORY

Currently, several medications are popular xxcoaaoooaocaOsoaOOaoOOCOCMKK XXM
XXX XXKIXOCKKNIKXUXKKKIKKIKKXKKXKX.

Medications Before the 1980s

Several medications were used prior to the 1980s when XXXXXXXXXXXXXXXXXXXXXXXXXXXX
JOOOOOOCOOOAOCOAOOOOOOOOO XXX XXX XXX XXKXXX.

Selective Serotonin Reuptake Inhibitors (SSRIs)

The increased research around the importance of Serotonin XXXXXXXXXXXXXXXXXXXXXXX
XOOOOOOAONOOAOOOOOOOOAAAOOOAOOAOOOAOOONONAOCOONOOACOAOONNX XXX XXX
Prozac—The increased research around the importance of serotonin
XXXXKXEKXXXXKXKXXKX KKK KKK KKK KK KKK KKKKKXKN KKK XKKK KKK KX KKK KKK KKKK XXX KKK
XRXOOOKKOCOKXXKXXKXKXXXXKKKK
Effexor—The increased research around the importance -of = serotonin
OO XXX XXX XX XXXXRXXKK

RECENT RESEARCH INTO NEW MEDICATIONS

New research indicates that XxXXXXXXXXXXXXXXXXXXKKXXXKKXKKXXXKKXKXXKXXKKKXXKXXK
XXXXXKXHXCKXHKXHKHXKXEXKKHXKIEXKIKKKEKEKXKCKXKKKIKAKK

Refining the SSRI Approach
The increased research around the importance of serotonin XXXXXXXXXXXXXXXXXXXXXX

FIGURE 9.7 Headings

Color, Shading, Boldface, Italic, and Underlining. Color can help readers move

ugh the text and can draw attention to particular areas. For example, you can use
color for headings, tabs, sidebars, callouts (labels that identify parts of a figure), and
leader lines (dotted, dashed, or solid lines that connect labels with their objects), as
in Figure 9.8. To highlight important information, you can use color for screens,
horizontal and vertical rules, type, cross-references, and ruled boxes, as in Figure 9.9.
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Specific Design Elements

Color headings Color tabs Color sidebars, callouts,
and leader lines

FIGURE 9.8 Using color for navigation

Color screens Horizontal color rules Vertical color rules

S0 m—

See

Color type Color cross-references Color, ruled box

FIGURE 9.9 Using color for emphasis

Use color sparingly and use colors that aren’t overly bright, that don’t obscure
the text they cover, and that contrast well with black print. You may also use shad-
ing, bold, italic, or underlining,
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CHAPTER 9 Designing User-Friendly Documents

emphasize the information by separating it from the text. on’'t overuse; don’t
use fancy icons when a plain round dot will do; and don’t confuse the functions of

or more on using lists see Appendix B.)

M4
Text Bulleted list
— The fire ant e spread to The fire ant has now spread to
three regions: gos Islands, | three regions:
the South F'acmc an {? * The Galapagos Islands
* The South Pacific
¢ Africa

Text \.%{:@d list

There are three steps to installing Installin &phlcs card:

To enumerate a — X

fixed sequence of your graphics card: Open the 1. Open the

steps, use a A . .

mumbered list computer case, insert the graphics 2. Insert the grap the slot.
card in the slot, and close the case. 3. Close the case.

~ Y
[ OB

FIGURE 9.10 Bulleted versus numbered lists

Running heads and feet in longer printed docu-

il s sy et o e ocation
in the document. Typically a running head includes section- or chapter-specific

information (as in this book) and running feet are reserved for book titles. However,
page numbers may be included either in a running head or running foot. In a docu-
ment with single-sided pages, running heads or feet should be placed consistently,
typically flush right. In a document with double-sided pages, the running heads or
feet should appear flush left on left-hand pages and flush right on right-hand pages,
as in Figure 9.11.

In a longer print document a table of contents

Frinted by seu stude Use beyond the authorized user or
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Specific Design Elements

A

For single-sided
pages, place
running headers
and footers flush
right

Running head Running foot
(Single-sided Pages)

— — 4— For double-sided
pages, place
running headers
and footers flush
left on left-hand
pages and flush
right on right-hand
pages

(Two-sided Pages)

FIGURE 9.11 Running heads and feet

Most of us have had the frustrating experience of trying to look something up
in an index and discovering that the term we use is not the term the index uses.
A successful index depends on knowing what categories, terms, and topics your
readers are likely to look up when searching for what they need. For longer, more
s, consider hiring a professional indexer.

STRATEGIES
for Designing: Navigation and Emphasis

HEADINGS

» Design headings consistently. Always use the same font style, size, and color for
the same level of headings. A-level headings are typically in all caps, boldface, and
rest above paragraphs; B-level headings are usually in initial caps, boldface, and
rest above paragraphs; and C-level heads are typically in initial caps, boldface,
and run into paragraphs (whether or not the paragraphs are indented).

-»

Printed by seu student (s 120000508 @seu edu sajon 10/8/2013 from 2.89.36 159 authorized to use until 3/1/2014 . Use beyond the authorized user or
valid subscrption date represents a copynght violation


amsha
Highlight


156 CHAPTER9 Designing User-Friendly Documents

STRATEGIES continued

» Divide headings logically. Make each higher level head yield at least two heads
at the next level. B-level headings always fall within A-level headed sections, and
C-level headings always fall within B-level headed sections.

» Avoid excessive headings. Try to avoid D-level headings and never move to a
level beyond that.

» Avoid orphans. If a heading stands alone at the bottom of a page, without at least
two lines of text beneath, add more space to bump the heading to the next page.

COLOR, SHADING, BOLDFACE,ITALIC, AND UNDERLINING

» Use colorasneeded. Use color headings, tabs, sidebars, callouts, and leader lines
(page 152) for navigation. Use color screens, horizontal/vertical rules, type, cross-
references, and ruled boxes for emphasis.

» Use color sparingly. Color should not overpower the document and should
complement, not obstruct, the text.

» Use shading, bold, italic, and underlining. If color is unavailable or you prefer
to aid navigation and provide emphasisin other ways, use these design options.

BULLETED AND NUMBERED LISTS

» Use bulleted and numbered lists appropriately.-Bulleted lists show a series of
similar items, while numbered lists show a sequence of step-by-step items.

» Don’t overuse lists. Otherwise, your document might look like a shopping list.

RUNNING HEADS AND FEET

» Decide if running feet are necessary. Usually, running feet are used only for full-
length books, though you may use them in documents to place page numbers.

» Always include page numbers. Whether you put them in running heads or
running feet, page numbers are essential. For a long document, count your title
page as page i, without numbering it, and number all front matter pages, including
the table of contents and abstract, with lowercase roman numerals (ii, iii, iv).
Number the first and subsequent text pages with arabic numerals (1, 2, 3).

» Include section- or chapter-specific information in running heads.

» Format running heads and feet correctly. See Figure 9.11.

TABLES OF CONTENTS AND INDEXES
» Use tables of contents and indexes for longer documents.
» Make sure tables of contents match document headers exactly.

» Use standard index categories and topics. Try to accurately anticipate which
terms readers will look up in searching for what they need.
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Specific Design Elements 157

@A CHECKLIST
for Document Design

CONSISTENCY AND COHESIVENESS

O Does my grid structure provide a consistent visual theme?

[1 Are margins ample?

O Is each paragraph tailored to suit its purpose?

[1 Ts the document’s right margin unjustified?

O Does the white space create areas of emphasis?

(1 Is the document’s line spacing and indentation effective?

U Have I chosen readable and appropriate font sizes and styles?

O In general, have I used versions of-a'single typeface throughout?
[ If different typefaces are used, are they used consistently?

[ Have I used italics, boldface, and ALL CAPS sparingly?

NAVIGATION AND EMPHASIS

O Do headings clearly announce the document’s large and small segments?

[1 Are headings sized to reflect their specific level in the document?

O Are headings visually consistent and grammatically parallel?

[ 1 Have I formatted a series of parallel items as a list (numbered or bulleted,
as appropriate)?

O Do running headers and footers announce sections of the document?

[ 1 Have I used page numbers appropriately?

[ Are the table of contents and the index complete and easy to navigate?

APPLICATIONS

GENERAL APPLICATION

With a partner, find two printed documents: one that demonstrates good use of de-
sign elements and another that demonstrates confusing or inconsistent use. Imagine
that you and your partner are a team of technical communication consultants. Write
a memo to the manager of the organization that produced the effective document,
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CHAPTER 9 Designing User-Friendly Documents

explaining its positive features. Write a memo to the manager of the organization
that produced the confusing document, making suggestions for improvement.

TEAM APPLICATION

Working in teams of three or four people, find a document that is intended to
answer a question—a patient brochure about an illness or medical procedure, a
reference guide for new students on campus, or a personnel document from your
company, for example. Your team’s goal is to redesign the document so that it uses
an appropriate grid design, makes effective use of white space, and uses format-
ting, fonts, headings, and other page design elements consistently and clearly.

Appoint-ene member of your group to serve as editor. The editor is responsible
for making sure the design elements are used consistently throughout the redesigned
document. Ask each team member to work on one section of the document. Assemble
all the redesigned sections, and ask your editor to review the materials. The editor
should check your work against the Checklist for Document Design.

GLOBAL APPLICATION

Find a document that presents the same information in several languages (assembly
instructions for various products are often written in two or three languages, for
example). Evaluate the design decisions made in these documents. For example, are
the different languages presented side by side or in different sections? Write a memo
to classmates and your instructor evaluating the documentand making recommen-
dations for improvement.

COMPUTER/WEB-BASED APPLICATION

Many of today's technical documents are designed so they can be displayed on-the
computer and also printed and used in hard copy. The format of choice for this
approach is to create the document in the Portable Document Format, or PDE
Users then use Adobe Acrobat Reader, Apple Preview, or a Web interface to read the
document online. When printed, the document retains the proper formatting. Find
a government Web site, such as the Centers for Disease Control <www.cdc.gov> or
the Environmental Protection Agency <www.epa.gov> and compare documents
that are created as Web pages versus documents that are created as PDFs. Write a
short memo to your instructor analyzing each document and explaining why you
think the choice was made to use a Web versus a PDF format.

go to www.mytechcommlab.com.

penasoutc Ii For additional technical writing resources that will help you master the chapter objectives,
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Résumés and Other Employment Materials

LET'S GET STARTED
Résumés and Application Letters

Your friend has told you about a paid internship at a local company, and you
would really like to get an interview because you are hoping to get a job related
to your college major when you graduate. Also, the location is close to your
apartments so-you could walk to and from the internship. Without reading this
chapter, create a résumé and write an application letter that is targeted at getting

this internship.

Questions to ask about the résumé and application letter you wrote, as you

review the material in this chapter:

» Did you research the company?

» s your résumé brief and to the point?

» Is the material in your résumé described and arranged in the order that
makes sense for the company to which you are applying?

» Does your application letter contain the three basic paragraphs (introduc-

tion, body, conclusion)?
» Does your application letter get right to the point?

» Does your application letter help highlight specific and relevant items from

your résumé?

At the end of this chapter, review your initial Let’s Get Started résumé and
application with a group of students, and compare what you wrote with what you
learned from this chapter. Make a plan to revise or modify your original materials
based on what you have learned from the chapter and in class.

his chapter comes first in the documents section of this book for two reasons: to

highlight the importance of using the skills you have learned thus far to get hired,
and to encourage you to create a portfolio of sample documents as you work through
the remainder of the book.
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162 CHAPTER 10 Résumés and Other Employment Materials

Review the basics Enhance your job search by relying on key principles from earlier chapters. For

S(‘;iﬁnffj:‘i’:aﬁon example, research each specific position for which you apply (see Chapter 3). Show
that you communicate persuasively, that you present yourself honestly, and that
you understand teamwork (see Chapters 2, 4, and 5). Also, prepare all application
materials with a clear sense of audience and purpose (see Chapter 4).

In today’s job market, many applicants compete for few openings. Whether
you are applying for your first professional job or changing careers, you need to
market your skills effectively. At each stage of the job search, you must stand out
among the competition.

ASSESSING YOUR SKILLS AND APTITUDES

Begin your job search by assessing those qualities and skills you can offer a
potential employer:

Identify your assets

¢ Do I communicate welland am T also a good listener?

* Do I work well in groups and with people from different backgrounds?
* Do I have experience or aptitude for a leadership role?

¢ Can I solve problems and get things done?

¢ Can I perform well under pressure?

¢ Can I work independently, with minimal supervision?

¢ Do I have any special skills (public speaking, working with people, computer
or other technical skills, aptitude with words, analytical skills, second or third
languages, artistic/musical talent, mathematical aptitude)?
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Researching the Job Market

» Do I have any hobbies that could improve my job prospects?

¢ Would I prefer to work at a large company or a small one, or at a for-profit or
a nonprofit organization?

¢ Do Tlike to travel, or would I prefer working in a single location?

Besides helping you focus your job search, your answers to these questions will
come in handy when you write your résumé and prepare for job interviews.

Narrowing your search does not mean limiting yourself to one or two types of job, —

but instead giving yourself a measure of realistic focus. Try to stick to those fields
that interest you most and fit you best.

Begin your research well in advance of the time you need to have a job lined ~
up. If you've never done job research, the question “Where do I start?” can be
daunting: “Do [ go to a career counselor first?” “Should I talk with friends and Explore the Concept
family members?” “Do I go straight to the Help Wanted section—in print or with the Case Study
online?” “Should 1 buy a book on how to find a job?? “Which Web sites are the 5 ,,J,‘;E.,Eﬁzf:',:ﬂ,h
best?” More than ever, seemingly endless sources of information are available to
job seekers. Try to proceed in a step-by-step, logical way—rather than going
straight to the Internet and trying to navigate random Web sites.

Once
you've narrowed down your job search, go to your campus job placement office
and meet with a career counselor (either at your school or outside), who will know
the job search process inside and out. Also, speak with a reference librarian (in per-
son or online), who can point you to the right library resource. Network with

acquaintances who mai know someone else iou can sieak with.

a number of ways to do this:

irofessional i’ournals, Web sites

Explore the Concept

er attend meetings or speak with profes-
with the Case Study

sionals online through sponsored chat groups. Learn about the key companies  on Networking
at mytechcommlab

in your industry of choice—find out who they are, make a list, and research
those particular companies. Finally, set up an informational interview with
someone at a company in your field. Even busy professionals are often willing
to speak with interested job seekers not applying for a specific job. These people
can offer general advice about the industry as a whole and about their own
company.

Job postings can be located in a variety of places: Use nationwide job portals
(such as Monster.com, Careerbuilder.com, Riley Guide, and many others) to find
jobs across the country or specific to your location; consult the print or online
Help Wanted sections of your local newspapers; locate industry-specific jobs on
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CHAPTER 10 Résumés and Other Employment Materials

professional organization Web sites; or find jobs advertised only on human
resources Web sites of particular companies. You don’t have to limit your search
options to advertised jobs, however. Another approach is to send an unsolicited
application letter to a company that interests you (for more on unsolicited applica-
tion letters, see page 172).

Definition and Of course, before applying for any job, you should create an effective résumé. A
function of a résumé

@ Watch the Video
on Creating a

Résume at

mytechcommlab

information, providing a snapshot of the person’s qualifications.

Employers are impressed by a résumé that looks good, reads easily, appears hon-
est, and provides only the relevant information an employer needs to determine if the
applicant should be interviewed. Résumés that are mechanically flawed, cluttered,
sketchy, hard to follow, or seemingly dishonest simply get discarded.

What to include— All résumés contain standard parts
and not include—in
arésumé

items as your desired salary an
enefits or your requirements for time off. In addition, do not include irrelevant per-
sonal information, your photograph, or information that employers are not allowed
to legally ask (such as your race, age, or marital status). As you read through this
section, refer to Figure 10.1, which includes all the required parts.

If you
are between addresses, provide both addresses and check each contact point regularly.

Be sure that your email address and phone number are accurate. If you use an answer-
ing machine or voice mail, record an outgoing message that sounds friendly and pro-
fessional. If you have your own Web site (professional, not personal, in content),
include the Web address. Remember that employers may access your Facebook or
MySpace pages, so be sure to keep those pages professional in tone and content.

“A position in which I can apply my education and experience.” Instead, be spe-

cific: “An intensive-care nursing position in a teaching hospital, with the eventual
goal of supervising and instructing.” Tailor your career objective statement as you

apply for different jobs, in order to match yourself with each position.
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Résumés

Objective

Education
2007-2009

Employment
2007-2009

2006-2007

2005-2006

2004-2005

Personal

References

James David Purdy
203 Elmwood Avenue
San Jose, CA 95139
Phone: {555) 316-2419

Email: jpur@valnet.net

Customer relations for a hospitality chain, leading to management.

San Jose City College, San Jose, CA

Associate of Arts Degree in Hotel and Restaurant Management,
May 2009. Grade point average: 3.25 of a possible 4.00. All
college expenses financed by scholarship and part-time job

(20 hours weekly).

Peek-a-Boo Lodge, San Jose, CA
Began as desk clerk, promoted to desk manager (part-time) of this
200-unit resort. Responsible for scheduling custodial and room

service staff, planning conventions, and handling customer relations.

Teo’s Restaurant, Pensacola, FL

Beginning as waiter, advanced to cashier and finally to assistant
manager. Responsible for preparing weekly payroll, making banguet
arrangements, and supervising dining room and lounge staff.

Encyclopaedia Britannica, Inc., San Jose, CA
Sales representative (part-time). Received top bonus twice.

White Family Inn, San Luis Obispa, CA
Worked as bus-person, then server (part-time).

Awards
Captain of baskethall team, 2005; Lion’s Club Scholarship, 2007.

Special Skills
Speak French fluently; expert skier.

Activities

High school basketball and track team (3 years); college student
senate (2 years); Innkeepers’ Club—prepared and served
monthly dinners at the college (2 years).

Interests
Skiing, cooking, sailing, oil painting, and backpacking.

Available on request.

‘_

‘_

o

E—Y

—

e

o

FIGURE 10.1, A standard resUme .\ 10102013 fom 2 59 26 159 authorz ed to use Lntil 3412014 Use beyond the adthorized user or

valid subscrption date represents a copynght violation

Contact information
includes full name
and address, phone,
and email address

Career objective is
specific and tailored
to the job

Education section
lists school,
location, degree
earned, and other
relevant information

Work experience
section lists most
recent jobs first, and
includes relevant
skills applied on the
job

Personal section
combines awards,
skills, and activities
that may be relevant
to a job (leadership,
language)

When no references
are included, an
“available on
request” statement
substitutes
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View the

Chronological

Résumeé at
mytechcommlab

1igh school’s prestige or your achievements

arrant its inclusion. List courses that have directly prepared you for the job
vou seek. If your class rank or grade point average is favorable, list it. Include
specialized training during military service. If you finance your education by
working, say so, indicating the percentage of your contribution.

View the Functional
Résumé at
mytechcommlab

ndicate whether a job was tull-time, part-time
(hours weekly), or seasonal. Describe your exact duties for each job, indicating
promotions. If it“is-to your advantage, state why you left each job. Include
military experience and relevant volunteer work. If you lack paid experience,
emphasize your education, including internships and special projects.

ion: say, memberships, demonstrations of leadership, languages, special skills,
and hobbies that may be of interest to the employer.

Explore the Concept
with the Activity
on Requesting a
Reference at
mytechcommlab

ever list as references peo-
ur references should not be
family members or non-work-related friends; instead, list former employers, profes-
sors, and community figures who know you well. If saving space is important, simply
state at the end of your résumé, “References available upon request,” to help keep the
résumé to one page. But if the résumé already takes up more than one page, you prob-
ably should include your references. If you don't list references, prepare a separate
reference sheet that you can provide on request. Include each person’s job title, com-
pany address, and contact information.

= Analyze the Organize your résumé to convey the strongest impression o
mmm  Functional tandard ré 4 like th 1
B Resums at standard résumé, like the one in .1, 1s also

mytechcommiab known as a reverse chronological résumé, listing the most recent school and job
first. If you have limited experience or education, gaps in your work history
(e.g., due to illness, raising children), or if you have frequently switched career

paths, create a functional résumé (Figure 10.2) to highlight skills relevant to a
particular job.

Printed by seu student (s 120000508@seu.edu.sa)on 10/10/2013 from 2.89 36,159 authorized to use until 3/1/2014. Use beyond the authorized useror
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OBJECTIVE
SALES/

MARKETING
SKILLS

COMMUNICATION
AND DOCUMENT
DESIGN SKILLS

ORGANIZATIONAL/
MANAGEMENT
SKILLS

EDUCATION

EMPLOYMENT

INTERESTS

REFERENCES

Carol R. Chasone
642 Eagle Lane
Eugene, OR 97405
(503-314-5555)
crchasone@eor.edu

FIGURE 10.2
A functional
résumeé

<4—— Includes contact

Position in marketing/communications with opportunity for advancement

* Wrole recruiting letter currently used by the Eugene Chamber of
Commerce

+ Designed posters for promotion of industrial development in Central
Oregon

+ Assisted Chamber President in promoting the organization’s activities

+ Recruited 7 speakers for Chamber meetings

« Wrote 3 public-relations pieces-about a local hospital, for area
newspapers

+ Conducted demographic study of small businesses in Southwestern OR
+ Presented study findings to Eugene Chamberof Commerce
* Wrote 15-page report on results of demographic study
¢ Designed and wrote two brochures to promote the Small
Business Institute
* Designed 5 issues ol Patient Care, 16-page in-house hospital newsletler
* Wrote 8 articles and conducted 3 interviews for the newsletter
+ Designed 6 posters for in-service hospital programs

+ Coordinated all weekly Chamber meetings for Feb., March, April, and May
+ Attended 2 seminars (Houston, Seattle) for hospital public relations

* Trained and supervised 3 new interns at the Small Business Institute

¢ Scheduled and chaired weekly intern meetings

Eastern Oregon University

B.S. in Marketing; Graphic Design minor—May 2008

GPA: 3.3/4.0; Dean’s List, 5 semesters

Contract Learning: Eugene Chamber of Commerce, Fall 2007

Internships: EOU’s Small Business Institute, Spring 2007: Mercy Hospital,
Fall 2007

Personal trainer (part-time and summers 2005-2007)—Acme Gym, Eugene
Caddy and Pro Shop salesperson—Eugene Golf Club, summers, 2002-2004

Gollf, fitness, modern dance, oil painting, photography

Available on request

information and
objective

4—— Emphasizes three

skills areas
appropriate to the
job, with specific
accomplishments in
bulleted-list format

44— Includes but

deemphasizes
education
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for Hard-Copy Résumés
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» Begin your résumé well before your job search.

» Tailor your résumé for each job. Read the advertised job requirements, and
adjust your career objective accordingly. Tailor your work experience, personal
data, and personal interests to emphasize certain areas for certain jobs.

» Try to limit the résumé to a single page. However, if your résumé looks
cramped, you might need to go to a second page—in which case you could have
room to list your references (with their permission).

v

Stick to experience relevant to the job. Don't list everything you've ever done.

v

Use action verbs and key words. Action verbs (supervised, developed, built, taught,
installed, managed, trained, solved, planned, directed) stress your ability to produce
results. If your résumé is likely to be scanned electronically or if you post it online,
list key words as nouns (leadership skills, software development, data processing, edit-
ing) below your contact information and your statement of objective (see Figure 9.3).

Use bold, italic, underlining, colors, fonts, bullets, and other devices thought-
fully, for emphasis. Do not use these features to be artsy.

v

» Never invent or distort credentials. Make yourself look as good as the facts
allow. Companies routinely investigate claims made in résumés, and people who
lie will certainly not be hired.

v

Use quality paper and envelopes. Use white paper.

v

Proofread, proofread, proofread. Don’t rely on a computer spell checker.
Famous résumé mistakes include winning a “bogus award” instead of a “bonus
award” and “ruining” rather than “running” a business.

Electronic Résumés

Expect to submit your résumé electronically as well as (or instead of) in hard
copy. Even if you are only asked to submit a hard-copy résumé, prospective
employers may want to scan the hard copy into their computer systems, which
requires special formatting. Many employers ask that résumés be submitted
as email attachments, and you may want to post your resume online, either on
your own Web site or on a job search database (such as Monster.com or
Yahoo! HotJobs). As you read through this section, refer to the sample résumé

in Figure 10.3.

valid subscrption date represents a copynght violation
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Résumés

KAREN P. GRANGER

P.0. Box 6772 <4——= To facilitate online

New Bedford, MA 02720 confidentiality, a

Phone: (555) 864-9318 P.0. box, rather

) ) than a street

Email; kgrang@swis.net address, is used

OBJECTIVE 44— Uses ALL CAPS for

A summer internship in software documentation. emphasis, rather
than boldface,

QUALIFICATIONS italics, etc.

Software and hardware documentation. Editing. Desktop publishing. Usability testing. 4——= Uses nouns instead

Computer science. Internet research. Weh collaboration. Networking technology. of verb forms

Instructor-led training. DEC 20 mainframe and VAX 11/780 systems. Adobe Framemaker,
RoboHelp, Webwarks Publisher, PowerPoint, Excel, and Lotus software. Logo, Pascal,
HTML, and C++ program languages.

EDUCATION
University of Massachusetts at Dartmouth (UMD): B.A. expected January 2010. English
and communications major. Computer science minor. GPA 3.54. Class rank top 7 percent.

EXPERIENCE

Conway Communications, Inc., Marlboro, MA: Intern technical writer. LAN
technology. Writing, designing, and testing hardware upgrade manuals. Designing
and publishing of installation and maintenance manual. Specifying art and
illustrations. Designing a fully linked home page and online help for the company “4—— Chooses a standard,
intranet. Summers 2007 and 2008. not fancy, font
Writing and Reading Center, UMD: Tutor. Individual and group instruction in writing
and word processing. Training new tutors. Newsletter editing. Scriptwriting and
acting in a training video. Designing home page. Fall 2006—present. <4—1—= All'text is flush to
The Torch, UMD weekly newspaper: Managing editor. Conducting staff meetings. theuleft-margin
Generating story ideas. Writing editorials and articles. Supervising page layout,
paste-up, and copyediting. Fall 2007—present.

ACHIEVEMENTS AND AWARDS
Writing samples published in Dr. John M. Lannon’s Technical Communication, 11th ed.
(Pearson/Longman, 2008).

Massachusetts State Honors Scholarship, 2006-2008.
Dean’s list each semester.
ACTIVITIES

Student member, Society for Technical Communication and American Society for
Training and Development.

Student representative, College Curriculum Committee.
UMD Literary Society.

REFERENCES AND WRITING PORTFOLIO
Available on request.

FIGURE 10.3 A résumé that can be scanned, emailed, or posted online
Printed by seu student (s 120000508@seu.edu.sa)on 10/10/2013 from 2.89 36,159 authorized to use until 3/1/2014. Use beyond the authorized useror
valid subscrption date represents a copynght violation
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Scannable résumés

and searches the file for keywords associated with the
job opening. Resumes containing the most keywords (“hits”) make the final cut.
Emailed resumes You might also submit your résumé as an email attachment, in which case you
need to format it so that it is compatible with different computers (Mac, PC) and
word processing programs.
To design a résumé that can be scanned or sent as an email attachment use the
following Strategies.

STRATEGI

for Scannable and Emailed Résumés

. Use a simple font. Stick with those fonts that are the easiest to scan, such as
Courier, Times, and Helvetica (Arial).

Use simple formatting. Avoid boldface, shading, italics, underlining, tabs, and
centering. Place all text flush to the left margin. For emphasis, use ALL CAPS
instead of boldface, italics, shading, or underlining:

Save your résumé in “text only” or “rich text” format. This will ensure that all
fancy fonts and formats are removed and allow for smooth scanning and emailing.

' Proofread your résumé. Make sure it is free of errors and emphasizes your most
important skills and qualifications.

Do not staple or fold pages.

You may also want to place your résumé online, either on your
own Web site (which might include a webfolio, see page 175) or on an employment
Web site. For an employment Web site, follow the site’s posting guidelines. For
your own site or social networking page (such as LinkedIn or Facebook) use the
following Strategies.

STRATEGIES
for Online Résumés

Use keywords. Use words that are likely to get hits in keyword searches. You
may want to create a “qualifications” section at the top of your résumé. Include

>
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Application Letters

STRATEGIES continued

keywords for general skills (conflict management, report and proposal writ-
ing), specialized skills (graphic design, XTML), credentials (B.S. in electrical

ngineering, Phi Beta Kappa), and job titles (manager, technician, intern). Use
ns for keywords.

erlinks, if desired. If you post your résumé on your own Web site,
mg hyperlinks so that readers can link to specific documents

elsew! er r age, such as scanned samples from your portfolio (see

Figure 10. 5

wvoid personal inf 0 not expose yourself or your references to identity
eft by posting photogr ome addresses (use a P.O. box or simply your city
rt

and email address), or bi ates avoid frivolous personal information. Post
only on sites that offer prlvacy uch as Zoominfo, LinkedIn, or Ziggs.com;
at these sites you can check, update, ?eﬁrour profile at any time.

Definition and
function of an
application letter

ective ¢ ¢ ecide that you should be inter-
v1ewed Another purpose of the letter is to highlight spec1fic qualifications or
skills; for example, you might have listed “C++ programming” on your résumé,
but for one particular job application you may wish to call attention to this item
in your cover letter:

My résumé notes that | am experienced with C++ programming. In fact,
| also tutor C++ programming students in our school’s learning center.

Solicited and
unsolicited
application letters

an opening but that might nee
. In either case, tailor your letter to

someone like you (unsolicited applications
the situation.

o Analyze the
Sollclted
. . .. . Application
An application letter—whether solicited or unsolicited Lept':er at

mytechcommlab

s in Figure 10.4.

Printed by seu student (s 120000508@seu.edu.sa)on 10/10/2013 from 2.89 36,159 authorized to use until 3/1/2014. Use beyond the authorized useror
valid subscrption date represents a copynght violation


amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Sticky Note
في امتحان الفاينل ،،طلب نكتب ابليكيشن ليتر (تقديم لوظيفه معلن لها )


CHAPTER 10 Résumés and Other Employment Materials

Support all claims with evidence. Instead of saying, ave leadership skills,
say, “I served as student senate president during my senior year and was captain
of the lacrosse team.”

In the conclusion, restate your interest and emphasize your willingness to
retrain or relocate if necessary. If the job is nearby, request an interview; otherwise,
request a phone call, suggesting a time you can be reached.

o Analyze the n fact, fewer than 20 per-

L]
m  Unsolicited - . .
= application cent of all job openings are advertise

Letter at “ey do have drawbacks, however: You may waste
mytechcommlab . .
ime writing to organizations that have no openings, and you cannot tailor your
letter to advertised requirements. But there are also advantages: Even employers
with no openings often welcome and file impressive unsolicited applications or
pass them on to another employer who has an opening.
Because an unsolicited letter arrives unexpectedly, you need to get the reader’s
' immediate attention. Don’t begin, “T am writing to inquire about the possibility of
obtaining a position with your company.” Instead, open forcefully by establishing a

connection with a mutual acquaintance, or by making a strong statement or asking a
persuasive question as in the following example:

A forceful opening Does your hotel chain have a place for a junior manager with a
college degree in hospitality management, a proven commitment
to quality service, and customer relations experience that extends
far beyond textbooks? If so, please consider my application for
a position.

Address your letter to the person most likely in charge of hiring. Consult company
Web sites for names of company officers. Then call the company to verify the
person’s name and title.
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Application Letters

203 Elmwood Avenue
San Jose, CA 10462
April 22, 20XX

Sara Costanza
Personnel Director
Liberty International, Inc.
Lansdowne, PA 24153

Dear Ms. Costanza:

Please consider my application for a junior management position at your Lake 4——= Writer identifies

Geneva resort, as advertised in the April 19 Philadephia Inquirer. | will graduate self and purpose

from San Jose City College on May 30 with an Associate of Arts degree in hotel

and restaurant management. Dr. H. V. Garlid, my nutrition professor, described his 4—— Establishes a

experience as a consultant for Liberty International and encouraged me to apply. connection

As you can see from my enclosed résumé, for two years | worked-as a part-time <4—— Relates specific

desk clerk, and | was promoted to manager, at a 200-unit resort. This experience, qualifications from

combined with earlier customer relations work in a variety of situations, has given his résumé to the

me a clear and practical understanding of customers’ needs and expectations. job opening

As an amateur chef, I'm well aware of the effort, attention, and patience required 4—— Applies relevant

to prepare fine food. Moreaver, my skiing and sailing background might be assets personal interests

to your resort's recreation program. to the job

| have worked hard to hone my hospitality management skills. My experience, 4—— Expresses

education, and personality have prepared me to work well with others and to confidence and

respond creatively to challenges, crises, and added responsibilities. enthusiasm
throughout

If my background meets your needs, please phone me any weekday after 4:00 p.m.

at (555) 316-2419. 4—1—= Makes follow-up

Sincerely,

gvaPM’}‘

James D. Purdy

easy for the reader

FIGURE 10.4 A solicited application letter
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STRATEGIES
for Application Letters

» Use caution when adapting sample application letters. There are plenty of free,
online sample letters that provide ideas for your own situation. But never borrow
them whole. Most employers can spot a “canned” letter immediately.

» Create a dynamic tone with active voice. Instead of saying, “More and more
management responsibilities were steadily given to me,” say, “I steadily assumed
ever-greater management responsibilities.”

» Never be vague. Paint a clear picture for employers who may not be familiar
with what you describe. Instead of saying, “I am familiar with the 1022 interactive
database system and RUNOFF processing system,” say, “As a lab grader, I kept
grading records on the 1022 database management system and composed lab
procedures on the RUNOFF text processing system.”

v

Avoid being overly informal or overly stiff. Avoid informal terms that sound
unprofessional (“Your company sounds like a cool place to work”) as well as
stuffy language (“Hitherto, I requestthe honor of your acquaintance”).

v

Never settle for a first draft—or even a second or third. The application letter is
your one chance to introduce yourself to a prospective employer. Make it perfect
by trimming excess wording, double-checking the tone, and making sure that you
have connected your qualifications directly to thejob. After you are satisfied with
the content, proofread repeatedly to spot any factual errors or typos.

Definitions and will likely have
gﬁgpggﬁ?ocﬁoioss'ers uestions will be
, s or Webfolio).

What a dossier Your
contains and other items

ecommendation letters,
th
. .
ur dossier. By collecting recommendations in one folder,
you spare your references from writing the same letter repeatedly.

Your college placement office will keep the dossier (or placement folder) on

file and send copies to employers. Always keep your own copy as well, including
any nonconfidential recommendation letters. Then, if an employer requests

Printed by seu student (s 120000508@seu.edu.sa)on 10/10/2013 from 2.89 36,159 authorized to use until 3/1/2014. Use beyond the authorized useror
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Dossiers, Portfolios, and Webfolios

your dossier, you can photocopy and mail it, advising your recipient that
the official placement copy is on the way, as sometimes dossiers may not be
mailed immediately.

Portfolios and Webfolios

Your portfolio (or Webfolio, Figure 10.5) contains an introduction or mission state- ~ What a portfolio
ment explaining what you've included in your portfolio and why. Among the ¢ontains
included items are your résumé, uploaded or scanned examples of your work, and Explore the
anything else pertinent to your job search (such as copies of documents from your Concept with the
dossier). Omit anything not related directly to your qualifications. An organized, pro- ﬁ?,f,?f;t;ﬁ,’ﬁ EQC‘L‘QS”Q
fessional-looking portfolio or Webfolio shows that you can apply your skills and  at mytechcommiab
makes you stand out as a candidate. It also gives you concrete material to discuss dur-
ing job interviews.

As you create your portfolio or Webfolio seck advice and feedback from
professors in your major and from other people in the field. If you have a port-
folio indicate this on your résumé, followed by “Available on request.” If you
have created a Webfolio provide the Web address on your résumé, but also bring
printed copies of its contents to your interview.

RATEGIES
for Dossiers, Portfolios, and Webfolios

Always provide an introduction or mission statement. Place this page at the
beginning, to introduce and explain the contents.

» Collect relevant materials. Gather documents or graphics you've prepared in
school or on the job, presentations you've given, and projects or experiments
you've worked on. Possible items: campus newspaper articles, reports on course
projects, papers that earned an “A,” examples of persuasive argument, documents
from an internship, or visuals you've designed for an oral presentation.

» Include copies of dossier materials. Although they won’t be official unless they
go directly from your campus placement office to your prospective employer,
have copies of your college transcript and recommendations on hand to give to
employers during the waiting period and/or to post on your Webfolio.

» Assemble your items. Place your résumé first (after your introduction/mission
statement), and use divider pages to separate groups of items. Follow the same
structure for a Webfolio. Position your résumé file immediately below the intro-
duction/mission statement file, and group similar items into appropriate files. In
either case, aim for a professional look.

>
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RATEGIES continued

» Omit irrelevant items. Personal photographs and other items more appropriate
for a MySpace or Facebook page do not belong in portfolio or webfolio.

» Omit your street address or phone number from your webfolio. Post only your
email address to avoid identity theft. If you post your references, include only
their names and comments, not their contact information.

200
Email address Lo Y e ']hnp;ﬂwwwwebfglio,tdaleweininger,com ‘f\_o\. g)

hyperlink provided,
but street address
and phone omitted

—> WEBFOLIO of

to avoid identity _Df'ile Weininge.r
theft Dweining54@gmail.com
Introduction or —> Introduction Introduction

mission statement view page

page orients users

Welcome to my personal webfolio. This site includes the
Résumé following materials (click on the folder icons to view individual
items):

Selected

. * Résumé — the most up-to-date version of my online résumé.

_ ) Selected papers — a sampling of my best academic papers to
Clearly labeled file e—p Published date, in both original word processed versions (when

folders make the articles available) and scanned graded versions.
Webfolio easy to
navigate . . . . .
_ ' Honors and * Published articles — scanned articles | have published in the

awards Western University Star, as well as in my hometown
newspaper, the Easthampton Eagle. I
| Transcript e
p * Honors and awards — scanned honor roll certificates and

_ other awards.
Recommendations

Transcript — a copy of my college transcript (please contact
Western University's college placement office for an official
transcript).

* Recommendations — signed and scanned copies of my
recommendation letter (please contact Western University's
college placement office for official recommendation letters).

FIGURE 10.5 AWebfolio
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Interviews and Follow-Up Letters

INTERVIEWS AND FOLLOW-UP LETTERS

All of your preparation leads to the last stages of the hiring process: the interview
and follow-up to the interview.

An employer who is impressed by your credentials will arrange an interview. The  Purpose of

interviews

portfolio or ring copies/printouts of all relevant
documents contained therein. Offer to leave these copies with the interviewer.

Types of interview
situations

tion. Some interviewers may antagonize you deliberately to-observe your reaction.

If'you haven’t already
done so, learn what you can about the company from trade journals, industrial

indexes, business magazines (like Forbes, Fortune, and Business Week); and other
resources. Request company literature, including the must recent annual report.
Speak with people who know about the company, or (well in advance) arrange an
informational interview with someone at the company. In addition, visit the
company’s Web site. Once you've done all this, ask yourself, “Does this job seem
like a good fit?”

In addition to knowing about the company, be prepared in other ways. Dress
and present yourself appropriately. Be psychologically prepared and confident
(but not arrogant). Follow the rules of business etiquette. Unprepared intervie-
wees make mistakes such as the following:

¢ They know little about the company or what role they would play as an —
employee in this particular division or department.

¢ They have inflated ideas about their own worth.

¢ They have little idea of how their education prepares them for work.

s They dress inappropriately.

» They exhibit little or no self-confidence.

¢ They have only vague ideas of how they could benefit the employer.

¢ They inquire only about salary and benefits.

¢ They speak negatively of former employers or coworkers.
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Practice answering Perhaps the most important way to prepare for an interview is to practice
interview questions  angywering typical questions. Think about how you would answer the following:
Questions to expect * Why does this job appeal to you?

during. a job e e e .

interview * What do you know about our company? About this division or unit?

¢ What do you know about our core values (for example, informal management
structure, commitment to diversity, or to the environment)?

¢ What do you know about the expectations and demands of this job?
¢ ‘What are the major issues affecting this industry?

* How would you describe yourself as an employee?

* What do you see as your biggest weakness? Biggest strength?

¢ Can you describe-an instance in which you came up with a new and better way
of doing something?

¢ What are your short-term and long-term career goals?

Prepare your own
questions, too

answers you give.
Be truthful

Com ) ent,
positions held, salary, and personal background. Perhaps you have some past infrac-
tion (such as a bad credit rating or a brush with the law), or some pressing personal
commitment (such as caring for an elderly parent or a disabled child). Experts suggest
that it’s better to air these issues up front—Dbefore the employer finds out from other
sources. The employer will appreciate your honesty, and you will know exactly where
you stand before accepting the job (Fisher 292).

Follow-Up Letters

and if you are offered
the job

of thank you letters (not an email, which will seem lazy) to the person who interviewed you. If you were
2 am Analyze the Thank

interviewed by multiple people, send each one an individual thank you letter. Not only
mmm" YouLetter at is this courteous, but it also reinforces a positive impression. Keep your letter brief, but
" mytechcommlab . . .
try to personalize your connection with the reader (Crosby 20).
Open by thanking the interviewer and reemphasizing your interest in the
position. Then refer to some details from the interview or some aspect of your
visit that would help the interviewer reconnect with the interview experience. If
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Interviews and Follow-Up Letters

you forgot to mention something important during the interview, include it
here—briefly. Finally, close with genuine enthusiasm, and provide your contact
information again to make it easy for the interviewer to respond. Following is the
text.of an effective thank you letter from James Purdy, the entry-level candidate in
hotel-restaurant management, whose résumé and cover letter appeared earlier:

Thank you for your hospitality during my Tuesday visit to Greenwoods
resort. I amvery interested in the restaurant-management position and
was intrigued by our discussion about developing an eclectic regional

cuisine.

Everything about my tour was enjoyable, but | was especially impressed
by the friendliness and professionalism of the resort staff. People seem
to love working here, and it's not hard to see why.

I’'m convinced | would be a productive employee at Greenwood and
would welcome the chance to prove my abilities. If you need additional
information, please call me at (214) 316-5555.

Acceptance or Refusal Letters) You may receive a job offer by phone or letter.  Content and

If by phone, request a written offer and respond with a formal letter of acceptance. :Eé’er;ta:r:‘cgfleners
This letter may serve as part of your contract; spell out the terms you are accepting.

Remember also to accept a job offer with enthusiasm. Here is James Purdy’s letter

of acceptance:

I am delighted to accept your offer of a position as assistant recreation
supervisor at Liberty International’s Lake Geneva Resort, with a starting
salary of $44,500.

As you requested, | will phone Bambi Druid in your Personnel Office for
instructions on reporting date, physical exam, and employee orientation.

| look forward to a long and satisfying career with Liberty International.

You may also have to refuse a job offer, for example if you receive a preferable Content and
offer or decide that the position is not the right fit for you. Even if you refuse by IaeF:tPer;aCh of refusal
phone, write a prompt and cordial letter of refusal, explaining your reasons, and
allowing for future possibilities. Remember to be diplomatic when refusing a job. A
courteous refusal and explanation can let the employer know why you have chosen a
competing employer or why you have decided against taking the job for other rea-
sons. Purdy handled one job refusal this way:

Although | thoroughly enjoyed my visit to your company’s
headquarters, | have to decline your offer of a position as assistant desk
manager of your London hotel.
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CHAPTER 10 Résumés and Other Employment Materials

I've decided to accept a position with Liberty International because
the company has offered me the chance to participate in its manager
trainee program. Also, Liberty will provide tuition for courses in
completing my B.S. degree in hospitality management.

If any future openings should materialize at your Aspen resort, however,
| would appreciate your considering me again as a candidate.

Thank you for your confidence in me.

ATEGIES
nterviews and Follow-up Letters

» Confirm the interview’s exact time and location. Arrive early but no more
than 10 minutes.

on’t show up empty-handed. —Have your
own questions written out. Bring.extra copies of your résumé (unfolded) and a
portfolio (if appropriate).

» Make a positive first impression. Come ‘dressed as if you already work for
the company. Learn the name of your interviewer beforehand, so you can greet
this person by name—but never by first name unless invited. Extend a firm
handshake, smile, and look the interviewer in the eye; Wait to be asked to take a
chair. Maintain eye contact much of the time, but don’t stare.

v

Don’t worry about having all the answers. When you don’t know the answer to
a question, say so, and relax. Interviewers typically do most of the talking.

» Avoid abrupt yes or no answers—as well as life stories. Just saying yes.or no
doesn’t leave any impression—elaborate on your answers, but also keep them
short and to the point.

v

Don’t answer questions by merely repeating the material on your résumé.
Instead, explain how specific skills and types of experience could be assets to
this particular employer.

v

Remember to smile often and to be friendly and attentive throughout.
Qualifications are not the only reason a person gets hired. People often hire the
candidate they like best.

» Never criticize a previous employer. Above all, interviewers like positive
attitudes. Complaining about a former employer, whether or not your criticisms
are legitimate, only makes you look negative.

v

Prepare to ask intelligent questions. When questions are invited, focus on the
nature of the job: travel involved, specific responsibilities, typical job assignments,
opportunities for further training, types of clients, and so on. Avoid questions that
could easily have been answered by your own prior research. >
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Interviews and Follow-Up Letters

STRATEGIES continued

» Take a hint. When your interviewer hints that the meeting is ending (perhaps by
checking a watch), restate your interest, ask when a hiring decision is likely to be
made, thank the interviewer, and leave.

» Follow up as soon as possible. Send a thank you note to each person with whom
you interviewed. Be sure to get the spelling right for each person’s name.

& CHECKLIST
for Résumés

O Does my résumé’s organization (reverse chronological or functional)
emphasize my best characteristics?

[1 Is my contact information accurate?

O Does my statement of objective show a clear sense of purpose?

[1 Have I included a summary of skills or qualifications, as needed?

O Is my educational background clear and complete?

O Have I accurately but briefly described my previous jobs?

[ Have I presented education versus experience in the appropriate sequence?
[0 Have I included personal data and interests, as appropriate?

[ Have I listed references or offered to provide them?

[ Have I offered to provide a portfolio, as appropriate?

[1 Have I used action verbs and key words?

O Have I limited the résumé to a single page, if possible?

L] Is the résumé uncluttered and tasteful?

[ 1 Have I used quality (white) paper?

O If I have a scannable résumé, does it use key words and effective formatting?
[1 Am T being scrupulously honest?

O Have I proofread exhaustively?

J CHECKLIST
for Job Application Letters

[1 Is my letter addressed to a specifically named person?

O If my letter is solicited, do I indicate how I heard about the job?
->
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182 CHAPTER 10 Résumés and Other Employment Materials

CHECKLIST continued

[ If my letter is unsolicited, does it have a forceful opening?
(] Does my introduction get directly to the point?

[] Does the body section paint a clear picture of qualifications sketched
in the résumé?

L] Does the conclusion restate my interest and encourage specific action?
[.] Have [ made my case without merely repeating the résumé?

[ Is my letter free of “canned” expressions?

[ ] Is my tone confident without being arrogant?

[ Have ['avoided-a tone that is overly formal or overly stiff?

[ ] Have I avoided flattery and exaggeration?

L1 Have [ proofread-exhaustively?

[ ] Am T being scrupulously honest?

J- CHECKLIST
for Supporting Materials

0 Is my dossier complete, with letters of recommendation and other
supporting materials?

[ 1 Is my portfolio or Webfolio (if applicable) up-to-date?
0J If my portfolio has hyperlinks, are they all functioning?
[J Have I prepared for interviews?

[ Have I sent the appropriate follow-up correspondence?

APPLICATIONS

GENERAL APPLICATIONS

1. If you have not already prepared a standard hard-copy résumé, prepare one
following the guidelines in this chapter. If you already have a résumé, revise it
not only to follow this chapter’s guidelines but also to update your work
experience, educational background, and other details. Remember to include
persuasive action verbs, to design the résumé in an efficient but attractive way,

and to include all relevant experience.
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Interviews and Follow-Up Letters

2. Write an application letter applying for a part-time or summer job in response
to a specific ad and tailor your résumé for the job. Choose an organization
related to your career goals. Identify the exact hours and calendar period dur-
ing which you are free to work. Submit a copy of the ad along with your letter
and résumé.

3. Make vour résumé scannable and ready for sending via email or posting online. Be
sure to'use an easily scannable font; remove headers, boldface, underlining, bullets,
tabs, and other formatting; and proofread it after you've converted it to “text only”
or “rich text™ format.

4. A friend has asked you for help with the following application letter. Read it care-
fully, evaluate its effectiveness, and rewrite it as needed.

Dear Ms. Brown,

Please consider my application for the position of assistant in the
Engineering Department. | am a second-year student majoring in
electrical engineering technology. | am presently an apprentice with
your company and would like to continue my employment in the
Engineering Department.

| have six years’ experience in electronics, including two years of
engineering studies. | am confident my background will enable me to
assist the engineers, and | would appreciate the chance to improve my
skills through their knowledge and experience.

| would appreciate the opportunity to discuss the possibilities and
benefits of a position in the Engineering Department at Concord Electric.
Please phone me any weekday after 3:00 p.m. at (555) 568-9867. | hope to
hear from you soon.

Sincerely,

5. Write an unsolicited application letter to the human resources director of a company
that interests you. Go to the company’s Web site to research the various positions for
which you may be qualified. Select one, and name that position in your letter. Also
learn the name of the human resources director and address your letter to that per-
son. Be sure to grab the reader’s attention, to remain persuasive throughout, and to
conclude with a call to action.

TEAM APPLICATION

Divide into groups and prepare a listing of five Web sites that job seckers should
visit for advice about cover letters and résumés, including online postings. Include
a one-paragraph summary of the material found on each site. Compare the findings
of your group with others in your class. In addition to sites mentioned in this
chapter, here are other sources where you might begin (but expand your search

beyond these sites):
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CHAPTER 10 Résumés and Other Employment Materials

<www.jobstar.org/tools/resume>

<www.eresumes.com>

GLOBAL APPLICATION

Assume that you and other students in your major would like to work in a particu-
lar country after graduation. Select a country and do some research on the econ-
omy, culture, and travel issues. Write a short memo that tells prospective students
what they need to know about finding employment abroad.

COMPUTER/WEB-BASED APPLICATION

Online you can find many employment sites. Look at one or both of the following:
<careerbuilders.com>and/or <monster.com>. Learn more about how you would go
about preparing a résumé to upload to one of these sites. If the site provides sample
résumés, look at a few and compare these to the strategies provided in this chapter.
Create a draft résumé for one of these sites and review it with your instructor.

FEARSON ™ For additional technical writing resources that will-‘help you master the chapter objectives,
t I go to www.mytechcommlab.com.
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CHAPTER 11 Memos and Letters

LET'S GET STARTED
Memos

You need to write a memo to your supervisor or professor requesting an exten-
sion for a project you are working on. You have decided to use a memo rather
than email because a memo is more formal and indicates your professionalism
and seriousness. Without reading this chapter, write such a memo. Or, if you have

a different situation going on at work or school, write a memo for that situation.

Questions to ask about the memo you wrote as you review the material in
this chapter:

» Does the memo contain all of the typical parts?
» Is the memo directand to the point?
» In the memo professional and respectful in tone?

» Is the memo too long? Too short?

At the end of this chapter, review the memo you wrote for this Let’s Get Started
exercise. Compare what you wrote with what you learned from this chapter.
Revise or modify your memo based on what you have learned from the chapter
and what you learn from class. Bring your original and your revision for class,

and discuss these with a small group of 2-3 students.

LET'S GET STARTED
Letters

You have been asked to write a report for a science, history, English, or other
class. You would like to request information from a local company, nonprofit, or
other organization. Without reading this chapter, write a letter about the topic
you are investigating for your report or research assignment. In your letter you
might request brochures, pamphlets, or other informative literature, or you

might ask specific questions.

Questions to ask about the letter you wrote as you review the material in this

chapter:
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Memo Basics

» What type of letter are you writing?

» What kind of tone or style did you use (professional, formal, informal )?
How is the content of your letter organized (did you make your request first

Oﬁovide introductory information first)?

>

is your letter?

» What f r{? layout did you use?

» What revi f you make, based on the material in this chapter and
your class discussi ns©

At the end of this chapter, revi ter you wrote for this Let’s Get Started

exercise. Compare what you wrote at you learned from this chapter. In

particular, pay attention to the style and to fy&r request. Revise or modify

your letter based on what you have learned fro apter and what you learn

in class. Bring your original and your revision for cl@édiscuss these with a

7

N,

small group of 2-3 students.

ail will be covered in Chapter 19, as part of the digital media
unit. This chapter considers two more traditional types of workplace correspondence:
memos and letters.

MEMO BASICS

Definition and
importance of
memos

directives, provide instructions, relay informatio ey are Explore the Concept
typically distributed to employees within an organization only, not to people out- Wﬁﬁ:;hﬂgﬂ?ssmdv
side the company. Memos are important in the workplace because they are easy to  at mytechcommlab
post in a workstation or office, and they provide a paper trail.

Despite its explosive growth, email has not entirely taken the place of
paper memos. (Memos are often turned into PDF files and attached to emails, Memos versus email
or emails themselves can function like memos.) Although email leaves a digital

trail, it is considered less formal than a memo. Also, an email message may be
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CHAPTER 11 Memos and Letters

ignored when received in crowded in-boxes and may be inadvertently forwarded
to the wrong parties. Organizations have different preferences about when memos
should be used in place of emails.

MEMO PARTS AND FORMAT

Standard‘parts
of a memo

8 am Analyze the

mmm Memo at
mytechcommlab

ine (usually managers who simply need to know that the memo was sent).
Because memos are often read rapidly by busy recipients, they must follow this
consistent, predictable format. Figure 11.1 shows a standard memo with all parts
labeled.

introduction, body, Content should be complete vet compact, providing all the information readers

conclusion
need s

en writing a paragraph or two to address the

MEMO TONE

The importance of Memos are typically distributed in-house and circulated among. colleagues,

memo tone subordinates, and superiors. Memo topics often involve evaluations or recommen-

dations about policies, procedures, and, ultimately, the people with whom you
work. Because people are sensitive to criticism (even when it is merely implied)
and often resistant to change, an ill-conceived memo tone can create problems. So,
be particularly careful about your tone.

Achieving the Achieving the right tone in your memos involves using some common

right tone sense. Put yourself in the shoes of your recipients and write accordingly. Be
polite and avoid sounding bossy, condescending, and aggressive, or deferential
and passive. Don’t criticize, judge, or blame any individual or department.
Don’t resort to griping, complaining, and other negative commentary. Try to
emphasize the positive. Finally, approach difficult situations reasonably. Instead
of taking an extreme stance, or suggesting ideas that will never work, be practi-
cal and realistic.

Being direct The tone of a memo also comes across in the sequence in which you deliver the

or indirect information. Depending on the sensitivity of your memo’s subject matter, you may

want to take a direct or indirect a (as in Figure 11.1),

s well as in the subject line) and
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Memo Tone

MEMORANDUM <4—— “Memo" or
4 “Memorandum” is
T . All Marketing Assistants, Cincinnati Office Web Marketing Group Z?Tltg;:;;t & top
F Marilyn Zito, Purchasing <m.zito@adco.com>uz <} Heading guide
D October 25, 20XX includes “To”
S t.  Your choices fornew high-capacity copier “From” “Date” and
“Subject” lines

As you requested at our October 12 meeting, | have gathered all the <——= Opening paragraph
manufacturer information needed to order a new high-capacity photocopier to gets right to the
replace the inefficient one in your area. As you know, since the MAs typically point
make the most use of the copy machines, | would appreciate your input as to
which copiers from the attached options seem most suitable for your
purposes.
Please note that | was required to select from options under $8,500 in order to 4——s Provides necessary
stay within your department’s 20XX purchasing budget, a substantial portion of background details
which was used to purchase your new high-speed fax machine in March.
However, | think you will find that the copiers selected are state-of-the art and
should more than meet your needs in terms of capacity, speed, quality,
precision, and durability—all of which you indicated were important attributes.
Please take a careful look at the models attached, consider your impressions €—— Outlines specific
of each model, pick your top three preferences, and email me your lists course of actian in
individually by November 5. | will tabulate your votes, contact you with the the canclusion
results, and order accordingly.
Thank you very much for taking the time to help me make an informed decision
that meets your genuine needs.
Copies:  J. Herrera, Director of Marketing <——= Copy notation

M. Ziolkowki, Vice President, Purchasing appears at the

bottom

FIGURE 11.1 A properly formatted memo
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CHAPTER 11 Memos and Letters

ple, that a company Payroll Manager has to announce to employees that their pay-
checks will be delayed by two days: this manager should take a direct approach,
announcing the unpopular news in the subject line and in the opening sentence
and then explaining the causes of the problem:

MEMO
To: Allemployees
From: Meredith Rocteau, Payroll Manager uz

Date: May 19, 20XX

Direct approach: Subiject: Delay in paychecks

Subject line gets right

to the main point | regret to inform you that those employees paid by direct deposit will
Opening paragraph experience a two-day delay in receiving their paychecks.

starts with the

bottom line This delay is due to a virus that infiltrated the primary computer server

for our payroll system. Although we hired virus consultants to identify
the virus and clean out the server, the process took nearly 48 hours.

We apologize for the inconvenience.

However, when you need to convey exceedingly bad news or make an unpopular
request or recommendation (as in announcing a strict new policy or employee
layoffs), you might consider an indirect approach; this way you can present your
case and encourage readers to understand your position before announcing the
unpopular bottom line. The danger of the indirect approach, though, is that you
may come across as evasive.

MEMO
To: All employees
From: J.Travis Southfield, Director of Human Resources j7s

Date: September 19, 20XX

Indirect approach: Subject: Difficult economic times

Subject line is not

specific about Each employee of the AutoWorld family is a valued member, and each
bottom line of you has played an important role in our company’s expansion over

the past 10 years.
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Types of Memos

Yet as you all know, times are difficult right now for the automobile
industry. Sales are down; financing is hard to obtain; and consumers
are holding back on major purchases.

In order to keep the company solvent, we must consider all options.
Therefore, | have been informed by our company president, John
Creaswell, that we must downsize. We will begin with options for
retirement packages, but please be prepared for the possibility that The bottom line
lay-offs may follow.

We will have more information for you at an all-hands meeting
tomorrow.

Delivering memos in
the right medium to
the right people

Finally, a memo’s tone comes across in the way you handle its distribution. Use
the appropriate delivery medium.
mal, and needs to reach everyone quic

at work when the content is only appropriate for a few,
and don’t leave vital people off your distribution list.

Memo format can also be used for distributing short reports, discussed in Chapter
16. However, for the purposes of this introductory chapter, consider the following
common and more basic types of memos.

a manuscript, or a proposal. Its purpose is to signal that the information is ®"& [ransmittal
being sent from one place to another (providing a paper trail), to introduce the mytechcommiab
material, and to explain what is enclosed. A transmittal memo may be as simple

as a sentence or a paragraph with a bulleted list describing the package, as

in Figure 11.2.

Analyze the

ition to providing documentation that the meeting or conversa- mytechcommiab

tion took place, summary and follow-up memos also insure that each recipient has
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CHAPTER 11 Memos and Letters

”~
i
Greentree
\ Bionomucs, Inc.
MEMORANDUM
To: D. Spring, Director of Human Resources

From: M. Noll, Head, Biology Division, A1LA.
Date:  January 16, 20XX
Subject: Hiring of new laboratory manager

As you know, each unit manager has been asked to prepare a hiring plan
for the coming year. Attached to this memo please find a brief report
outlining the biology division’s need for a new laboratory manager.

The attached report includes
* an overview of needs
* a job description

* a budget

Please let me know if you require any additional information, I look
forward to hearing from you.

FIGURE 11.2 A transmittal memo

the same understanding of what was decided. Figure 11.3 shows a memo that
performs both a summary and follow-up function.

mmy Informational or instance, you may receive a memo announcing the closure of a parking

Memo at
mytechcommlab  ramp over the holidays for repair, or an upcoming awards ceremony on Friday.

Such memos are increasingly sent via email, since email is quick and inexpensive
and has wide reach. But if the memo has a more formal purpose, a traditional
paper version may be preferable, as in Figure 11.4, which reiterates an important
company policy.
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\ Incredible Software

and Graphics, Inc.
-

MEMO

To: Elaine Lamer and Mitchell Dramson, Software Development Team
From: Christopher Felts; Manager ¢.£

Date:  June 19, 20XX

Subject: Follow up to today’s meeting

Thank you for meeting today to discuss next steps to complete the next
version of our animation software package.

As you noted, the original release date of October 1 is probably too
optimistic given the latest hiring freeze. Yet, as | mentioned, we can’t afford
to go beyond a date of October 15 if we are to make our fourth quarter sales

goals. So, let’s agree on October 15 as the new due date.

Please communicate this information to the other members of your team.

cc: E. Hearly, Division Chief

FIGURE 11.3 A summary or follow-up memo
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@orris and@utton, e

MEMORANDUM

To: All employees

From: Jorge Gonsalves, Human Resources /.g.
Date:  January 12, 20XX

Subject: 401K Matching Policy

As the new year begins, we in Human Resources would like to remind you
about the company’s generous 401K matching policy. We will match your
401K contributions 100% when you roll up to 10% of your salary into
your 401K.

Many companies will match only up to 5% of an employee’s salary, and
usually not at a 100% rate, so please take advantage of this program by
enrolling now. Enrollment is only open until March 1st and will not be
open again until next January.

Please drop by the Human Resources office on the 6th floor to get a
handout that provides more detailed information or to speak with an HR

representative in person.

Thanks.

cc: Alison Sheffield, Manager, Human Resources

FIGURE 11.4 An informational memo
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Letter Parts and Formats

STRATEGIES
for Memos

ocus on one topic. If you need to address more than one topic, consider a for-

mat other than a memo (for instance, a report).

» Bebrief. People expect memos that are short and to the point.

» Use the appropriate organizational format (direct or indirect). Prefer the direct
format when you need people to get the point quickly and the indirect format
when you have something hard to say that needs to be softened.

» Follow the standard format illustrated throughout this chapter.

» Use white space, headings, and bullets. These features provide visual structure to
your memo.

» Distribute to the right people. Do not “spam” people with your memo. Whether
you are sending the memo via email or on paper, be sure it reaches only those who
need the information. At the same time, don’t leave out anyone who needs to read
your message.

LETTER BASICS

A well-crafted workplace letter conveys a formal, professional impression. It = Importance of letters
presents a reasoned, carefully constructed case and represents not only you but

also your company or organization. Letters also serve as an official notice or

record. Your signature on a letter certifies your approval of the message. Letters

often serve as legal documents, and so precision is crucial.

LETTER PARTS AND FORMATS

All letters contain various parts (date line, return address, signature line), which
are formatted in a standard way.

Standard
and optional parts
of a letter

In addition a letter

.2 shows a workplace letter with the stan-
ard parts (as well as optional typist’s initials and enclosure notation) labeled.
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CHAPTER 11 Memos and Letters

LEVERETT LAND & TIMBER COMPANY, INC. creative land use

Heading —p 18 River Rock Road quality building materials
(sender’'s address) Leverett, MA 01054 architectural construction
Date —r> January 17, 20xx
Inside address -1 Mr. Thomas E. Muffin

Clearwater Drive

Ambherst, MA 01022
Salutation —r> Dear Mr. Muffin:
Body text —

I have examined the damage to your home caused by the ruptured water pipe
and consider the following repairs to be necessary and of immediate concern:

Exterior:
Remove plywood soffit panels beneath overhangs
Replace damaged insulation and plumbing
Remove all built-up ice within floor framing
Replace plywood panels.and finish as required

Northeast Bedroom—Lower Level:
Remove and replace all sheetrock, including closet
Remove and replace all door casings and baseboards
Remove and repair windowsill extensions and moldings
Remove and reinstall electric heaters
Respray ceilings and repaint all surfaces

This appraisal of damage repair does not include repairs and/or replacements
of carpets, tile work, or vinyl flooring. Also, this appraisal assumes that the
plywood subflooring on the main level has not been severely damaged.

Leverett Land & Timber Company, Inc. proposes to furnish the necessary
materials and labor to perform the described damage repairs for the amount of
six thousand one hundred and eighty dollars ($6,180).

Complimentary

closing —p Sincerely,

Signature — /A fdd»‘.d‘a")’-'
Gerald A. Jackson, President

Typist's initials —p GAJ/ob

Enclosure notation e——» Encl. Itemized estimate

Phone: 410-555-9879 Fax: 410-555-6874 Email: lt@yonet.com

FIGURE 11.5 A workplace letter
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Letter Parts and Formats

—. The sender’s address

either a company letterhead or the sender’s mailing address. When you use
your personal address, omit your name because that will appear below your signa-
’ and on the next

(zip code or other postal code).
 Date. The date aivays appears immediately below the sender's address. Spell out

the month completely.

a!!ress 0! t!e recipient).

Salutation. i e T sl e vt The

salutation i ), followed by a courtesy title and the
recipient’s . e person’s gendet, use the full name

(“Dear Sandy Martin:”). Ir-lwa

ace the attention line flush with the left margin two line spaces (returns
H‘ATTENTION: Director of Research and Development™).
ypically, subject lines are used with memos, but if the recipient is not expecting
your letter, a subject line can be a good way of catching a busy reader’s attention
(“SUBJECT: New patent for hybrid wheat crop”). Place the subject line below the inside
address or attention line. You can italicize the subject to make it more prominent.

Do tween

Houble space beuwe
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Block format versus
modified block
format

The importance
of a letter’s tone

Explore the

Concept with the
Case Study on Writing
Diplomatic Letters at
mytechcommlab

Prioritize the
readers’ needs,
wants, and feelings
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CHAPTER 11 Memos and Letters

ing the name and address of the company along with contact infor-

mation. You may also need a

initials first, followed by a slash and the typist’s lower case initials.

y

q Use the abbreviation “cc” followed by a colon and the name of
each recipient. Multiple notations would appear in this order: typist, enclosures, and

then copy.

”t&'r formats are
1gure 11.6 sketches

Figure 11.7 sketchesa

Depending on where you work, some of these parts may appear at different locations
on the page.

LETTERTONE

When you speak with someone face-to-face, you unconsciously modify your
statements and facial expressions as you read and listen to the listener’s signals: a
smile, a frown, a raised eyebrow, a nod, a short vocal expression of agreement or
disagreement. In a phone conversation, the person’s voice can-signal approval,
dismay, anger, or confusion. Those cues allow you to modify your comments and
vocal tone.

When writing a letter, however, you can easily forget that a flesh-and-blood
person will be reacting to what you say—or seem to say. You will receive no visual or
auditory clues to alter what you write before you send the letter. As a result, the tone
of a letter, like that of a memo, is especially important to get right.

To achieve an appropriate tone, consider the factors discussed below that affect
the relationship between sender and recipient. As you read through this section,
refer to Figure 11.8, which maintains an appropriate tone in conveying bad news.

Establishing and Maintaining a “You” Perspective

erspective
To convey a “you” perspective,
your correspondence, and ask yourse

ow

is recipient wi
have written. Even a single word or sentence, carelessly chosen or phrased, can
offend. Consider the following sentence in a letter to a customer:

valid subscrption date represents a copynght violation
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Letter Tone

Our record keeping is very efficient and we have looked into it, so this is Offensive
obviously your error.

This self-centered tone might be appropriate after numerous investigations into the  ¢gy Watch the Video
> : . . > - on Writing an
customer’s complaint and failed attempts to communicate your company’s perspective 5 jiance-Centorad
to.the customer, but in your initial correspondence it would be offensive. Page 200 Le‘l";er zl .
. . . . > . mytechcommial
shows.a more considerate version. Instead of expressing only the writer’s point of

view, this'second version conveys respect for the reader’s viewpoint.

I
I
I
. 8-10 spaces | :
E I 1w
1% " margin | (approx.) : 1z " margin
Date : I
Return I |
address | :
L I
! I
I
I 4 spaces :
I
|
Inside : !
address L :
I
|
[
I 2 spaces 1 :
Salutation : |
I 2 spaces 1 :
1
1
Introductory | . |
paragraph ! |
! I
| ) !
| 2 spaces i :
!
| |
I I
' ) ! i
Discussion L |
I
| !
' I
! I
! I
! |
: 2 spaces i |
|
Concluding ! |
paragraph | :
I
| 2 spaces 1 :
Closing ! ' |
I
I
. I
Signature | 4 spaces :
I
I
Typed name ! |

FIGURE 11.6 Block format
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200 CHAPTER 11 Memos and Letters

Considerate and Although my paperwork shows that you were charged correctly, | will
respectful investigate this matter immediately by checking my files against our
computer records.

The “you” perspective is appropriate not only at the beginning of a letter but also
throughout. Do not sign and mail the letter until you are certain that the needs,
wants, and feelings of your reader consistently get top billing, even when you
simultaneously must assert your own perspective.

1 .
1 8-10 spaces : 11 " margin
11" margin } fapprox.) |
i ! : Date
} I 2 spaces i |
| } | Return
! ‘ : address
I J !
} 6 spaces } |
|
| ‘ |
Inside I : I
address L I :
\ ‘ !
I I !
I 2 spaces | !
Salutation } ‘ |
| 2 spaces i } :
| :
4 1
Introductory ! ‘ |
paragraph 1 ‘ |
r T l
[ \ !
| 2 spaces i } :
I
; 1
\ ‘ |
\ ! —
f T '
Discussion L 1 I
\ | '
| ‘ '
| ‘ l
I |
[ ‘ '
T I !
} 2 spaces 1 } !
|
Concluding 1 ! |
paragraph i : :
|
| } 2 spaces I !
I .
; { r) Closing
| I
| .
! } 4 spaces : Signature
[ ! '
| I | Typed name

FIGURE 11.7 Modified block format
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Letter Tone

LEVERETT LAND & TIMBER COMPANY, INC. creative land use

18 River Rock Road quality building materials
Leverett, MA 01054 architectural construction
January 17, 20XX

Mr. Thomas E. Shaler
19 Clearwater Drive
Amherst, MA 01022

Dear Mr. Shaler:

Thank you for bringing the matter of the ruptured water pipe to my attention. | was
pleased to hear from you again these months after our firm completed construction
of your living room addition, though | was of course sorry to hear about the water
damage not only to the new construction but to the living room as a whole.

Naturally, | understand your desire to receive compensation for your home's damage,
especially taking into account how recently the extension was completed. In
reviewing the blueprints for the extension, however, | find that the pipes were
state-of-the-art and were fully insulated. In fact, it is the practiceof Leverett Land
& Timber not only to use the best materials available but also to exceed piping
insulation requirements by as much as 50 percent. For this reason, we cannot fulfill
your request to replace the piping at no cost and repair the water-damaged areas.

Undoubtedly, your insurance will cover the damage. | suspect that the rupture
was caused by insufficient heating of the living rcom area during this unusually
cold winter, but homeowner's insurance will cover damages resulting from
cold-ruptured pipes 95 percent of the time.

Our policy is to make repairs at a 20 percent discount in situations like this.
Though the pipe rupture was not our fault, we feel personally close to every
project we do and to every client we serve. Please get in touch if you would like
to discuss this matter further. | would also be happy to speak with your insurance
company if you wish.

Sincerely,
f./f. ?a&édcrn

Gerald A. Jackson

4—— Establishes “you”
perspective
immediately

4——= Takes an indirect
approach to bad
news by easing into
it, and saving the
bad news until end
of second
paragraph

4——= Speaks clearly and
directly to the
reader

<4——= Remains polite and
tactful, despite
delivery of bad news

<4——= Maintains the “you”
perspective through
to the end

FIGURE 11.8 Appropriate tone in conveying bad news
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CHAPTER 11 Memos and Letters

- rec1p1er1!. !VOI! !l!e 'OIlOWlI'lg !ype OI expression:

- | am shocked that your company lacks the standards to design and
manufacture an alarm clock that actually works.

Although a company representative would be required to write a polite and thought-
tul response to the above complaint, he or she might be inclined to look closely at the
clock’s warranty, offer only the most basic reimbursement, and not seek the cus-
tomer’s future business via an incentive.

In contrast, a polite and thoughtful letter might yield a full refund, a brand new
replacement, or an attractive incentive:

Polite Although your clock worked reliably for several months, one of the
internal mechanisms recently malfunctioned. | would appreciate your
contacting me about an exchange or refund.

— —some writers think they need to make their

communications sound important. Even though a letter is more formal than a
memo or an email, plain English can still get your point across. For example, con-
sider the following closing section to an inquiry letter asking for help:

Stuffy Humbly thanking you in anticipation of your kind assistance, | remain

Faithfully yours,

The reader of this letter might feel spoken down to, and decide not to respond.
However, in this revised version, the reader would likely perceive the writer'asa
straight-talking equal and be more inclined to follow up:

| would greatly appreciate any help you could offer me.

Best wishes,

Here are a few stuffy phrasings, with clearer, more direct translations:

Stuffy, unclear Clear and direct

As per your request As you requested
Contingent upon receipt of As soon as we receive
Due to the fact that Because

Be natural. Write as you would speak in a classroom or office: professionally
and respectfully but clearly and directly.
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Letter Tone

Considering the Needs of International Readers

In the increasingly global marketplace, you will often find that you need to com-
municate with readers outside the United States, many who do not speak English
as a first language. To insure that your letter is appropriate for an international
readet, avoid being overly informal, use plain English, and avoid idiomatic expres-
sions such as “in the ball park” or “under the weather.”

Being Direct or.Indirect

During your career you will have to write letters that convey bad or unwelcome
news. For example, you may have to say no to customers, employees, and job
applicants. You may have to make difficult requests, such as asking employees to
accept higher medical insurance premiums.or seeking an interview with a belea-
guered official. You may have to notify consumers or shareholders about acci-
dents or product recalls. You may have to apologize for errors—and so on. In
each instance, you will have to decide whether to build your case first (indirect
approach) or get right to the point (direct approach).

Try to anticipate your readers’ reaction.m
eaders will appreciate your getting right to the

point. by
presenting your rationale beforehand you give readers the chance to adjust to the
bad news.

STRA

GIES
Letters in General

Any letter might be
read by international
readers

Determine if the
direct or indirect
approach is
preferable

Explore the
Concept with the
Case Study on Writing
Bad News Letters
at mytechcommlab

When to be direct or
indirect

mine whether the situation calls for a letter, memo, or email. Use a
etter to communicate formally with a client or customer (someone not in your
organization).
» Use proper letter format and include all the required parts. Unless your organi-
zation has its own guidelines, use block or modified block format and the parts
discussed earlier.

» Place the reader’s needs first. Always write from the “you” perspective, putting
yourself in your reader’s place.

» Decide on the direct or indirect approach. Generally speaking, take the direct
approach for good news and the indirect approach for bad news.
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CHAPTER 11 Memos and Letters

STRATEGIES continued

» Maintain a courteous, professional tone. A professional tone creates goodwill
and is more effective in the long run.

» Avoid stuffy language. Use plain English, no matter how formal or important
the letter. Stuffy language only comes across as phony.

» Keep international readers in mind. Don’t assume that every letter you write is
directed at a recipient whose first language is English.

There are many types of business letters. Among the most common types you can
expect to write on the job are inquiry letters, claim letters, sales letters, and adjust-

ment letters.

Solicited and Inquiry They may be -.

unsolicited inquiry
letters

B am Analyze the

mmg Inquiryletterat o mputer manufacturer that offers free troubleshooting guides for repair special-
ists. If there has been no such advertised offer, the manager might write an
unsolicited inquiry to the same company asking if any troubleshooting informa-
tion is available.

mytechcommlab

advertisement or announcement that prompted you to write. In a

sider your request, collect the information, and write a response.
your request reasonable and state the purpose clearly and concisely. Apologize
for any imposition and express your appreciation. Avoid long, involved inquiries
that are unlikely to be answered.

Figure 11.9 is an example of an unsolicited letter requesting information.
Research consultant Alan Greene is preparing a report on the feasibility of har-
nessing solar energy for home heating in Alaska. After learning that a non-
profit research group has been experimenting with solar applications, Alan
decides to write for details. Notice how Greene tries to make the respondent’s
task as easy as possible.

If your questions are too numerous or complex to be answered in print, you
might alternately request an interview (assuming the respondent is nearby).
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Types of Letters

Solar Solutions, Inc.
234 Western Road
Fargo, ND 27116
March 10, 20XX

Rachel Cowans

Director of Energy Systems
The Earth Research Institute
Persham, ME 04619

Dear Ms. Cowans:

As a Research Consultant at Solar Solutions, Inc., | am preparing a report (April 15 <——= States the purpose
deadline) on the feasibility of solar energy for home heating in Arctic regions.

While gathering data on home solar heating, | encountered references (in
Scientific American and elsewhere) to your group’s pioneering work in solar
energy systems. Would you please allow me to'benefit from your experience? 4——= Makes a reasonable
Your answers to the following questions would be a great help. and courteous

request
1. Atthis stage of development, do you consider active or passive heating more <——= Presents a list of
practical? (Please explain briefly.) specific questions

2. Do you expect to surpass the 60 percent limit of heating needs supplied by the
active system? If so, at what level of efficiency and how soon?

3. What is the cost of materials for building your active system, per cubic foot of
living space?

4—— Leaves space for
response to each
4, What metal do you use in collectors, to obtain the highest thermal conductivity question

at the lowest maintenance costs?

Please record your answers in the spaces provided and return in the enclosed
envelope. If an alternative medium is more suitable, here is my contact information:

phone: 555-986-6578; fax: 555-986-5432; email: agreene@solarsolutions.com 4—— Provides complete
. . contact information
I would be glad to send you a copy of the final document. Thank you in advance for

your help. «4—— Offers to share
Sincerely, findings
Alan Greene

Research Consultant

FIGURE 11.9 An unsolicited inquiry letter
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STRATEGIES
' for Inquiry !

’t wait until the last minute. Provide ample time for a response.

Whenever possible, write to a specific person. If you need the name, call the
organization and ask to whom you should address your inquiry.

» Do your homework to ask the right questions. A vague request such as “Please

send me your data on . . .” is likely to be ignored. Don’t ask questions for which
the answers are readily available elsewhere.

» Explain who you are and how the information will be used. If you appear to
be from @ competing company, your request will likely be ignored. But in other
situations, you still need to explain what you plan to do with the requested data.

» Write specific questions that are easy to understand and answer. If you have multi-
ple questions, put them in anumbered list to increase your chances of getting all the
information you want. Consider leaving space for responses below each question.

» Provide contact information, If you can be reached via phone, email, and fax,
provide all your numbers/addresses.

» Include a stamped, self-addressed envelope. This courteous gesture will
increase the likelihood of a response.

» Say thank you and offer to follow up. Even if you said it at the beginning, say
thank you again at the end. Offer to send a copy of the document in which you
plan to use the information, if appropriate.

S craim etters

Routine and
arguable claim
letters

at can’t be kept.
Claim (or complaint) letters request adjustments for defective goods or poor serv-
ices, or they complain about unfair treatment or the like. Such letters fall into two
ach calls for a different approach.

u Analyze the
amm Claim Letter at
mytechcommlab

igure 11.10 shows a routine claim letter. Writer Jeffrey Ryder does not ask
whether the firm will honor his claim; he assumes that it will, and asks directly
how to return his defective skis for repair. Notice that, in place of a salutation, an
attention line directs the claim to the appropriate department, while a subject line
(and its reemphasis in the first sentence) makes clear the nature of the claim.
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Types of Letters

Ryder’s Ski Shop

Box 2641-A

Pacatello, Idaho 83201
April 13, 20XX

Star Ski Manufacturing Company
P.0. Box 3049
St. Paul, MN 55165

Attention: Consumer Affairs Department
Subject: Delaminated Skis

This winter, four of the pairs of Tornado skis | purchased for rental at my ski shop <4——= States problem and
began to delaminate. | want to take advantage of your lifetime guarantee to have action desired
them relaminated.

| purchased the skis via your St. Paul Sales Representative in November 1989. 4—— Provides details
Although | no longer have the sales slip, the registration numbers.are P9906,
P9961, P9965, and P9978.

I'm aware that you no longer make metal skis, but as | recall, your lifetime 4—— Explains basis for
guarantee on the skis | bought was a major selling point. Only your company and claim
one other were backing their skis so strongly.

Would you please let me know how to go about returning my delaminated skis  4——s Courteously states
for repair? desired action

Yours truly,

Oty Rolor

Jeffrey Ryder

FIGURE 11.10 A routine claim letter

Figure 11.11 shows an arguable claim letter. Because the reply may not neces-
sarily be in her favor, writer Sandra Alvarez uses a tactful and reasonable tone and
an indirect approach to present her argument. Although she is courteous, she is
also somewhat forceful, to reflect her insistence on an acceptable adjustment. For
example, the attention line creates an immediate businesslike tone.
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Office Systems, Inc.
657 High Street
Tulsa, 0K 74120

Fax (302) 655-5551 Phone (302) 655-5550 Email osys@sys.com
January 23, 20XX

Consumer Affairs Department
Hightone Office Supplies

93 Cattle Drive

Houston, Texas 77028

ATTENTION: Ms. Dionne Dubree

Establishes early ~ «——  Your company has an established reputation as a reliable wholesaler of office
agreement supplies. For eight years we have counted on that reliability, but a recent episode
has left us annoyed and disappointed.

On January 29, we ordered 5 cartons of 700 MB “hp” CDs (#A74-866) and 13
cartons of Epson MX 70/80 black cartridges (#A19-556).

Presents facts to *—r—>  OnFebruary 5, the order arrived. Butinstead of the 700 MB “hp" CDs ordered,
support claim we received 650 MB Everlast CDs. And the Epson ribbons were blue, not the
black we had ordered. We returned the orderthe same day.

Offers more support e=——  Also on the 5th, we called John Fitzsimmons at your-company to explain our
problem. He promised delivery of a corrected order by the 12th. Finally, on the 22nd,
we did receive an order—the original incorrect one—with a note claiming that the
packages had been water damaged while in our possession.

v

Includes all relevant e— Our warehouse manager insists the packages were in perfect condition when he
information released them to the shipper. Because we had the packages only five hours.and had
Sticks to the facts ~ e— no rain on the 5th, we are certain the damage did not occur here.

v

Responsibility for damages therefore rests with either the shipper or your
- warehouse staff. What bothers us is our outstanding bill from Hightone ($2,049.50) for
Requests a specific  e——"  the faulty shipment. We insist that the bill be canceled and that we receive a

adjustment corrected statement. Until this misunderstanding, our transactions with your
company were excellent. We hope they can be again.
?;;E’S‘c‘)':;%?ea ~——  We would appreciate having this matter resolved before the end of this month.

response time Yours truly,

(@)
Sandra Alvarez
Manager, Accounting

FIGURE 11.11 An arguable claim letter
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Types of Letters

STRATEGIES
for Claim Letters

e a direct approach. Describe the request or problem; explain the problem
clearly; close courteously, restating the action you request.

* Bepolite and reasonable. Your goal is not to sound off but to achieve results: a
refund, a replacement, or an apology. Press your claim objectively yet firmly by
explaining it clearly and by stipulating the reasonable action that will satisfy
you. Do not insult the reader or revile the company.

¢ Provide enough detail to clarify the basis for your claim. Explain the specific
defect. Identify the faultyitem clearly, giving serial and model numbers, and
date and place of purchase.

¢ Conclude by expressing goodwill and confidence in the company’s integrity.
Do not make threats or create animosity:
» Arguable claim letters
¢ Use an indirect approach. People are more likely to respond favorably after

reading your explanation. Begin with a neutral statement both parties can
agree to—but that also serves as the basis for your request.

* Once you've established agreement, explain and support your claim.. Include
enough information for a fair evaluation: date and place of purchase, order
number, dates of previous letters or calls, and background.

* Conclude by requesting a specific action. Be polite but assertive in how you
make your request.

current or potenti Purpose and format
ecause people are bombarded by sales mes- ~ ©f sales letters
sages—In magazines, on oards, on television, on the Internet—your letter =_, Analyze the
must be genuinely persuasiv irst, engage the w=mm Sales Letter at
reader immediately with an attention-grabbing statement or an intriguing ques- mytechcommiab
tion. Next, describe clearly and concisely the product or service you offer and
explain its appeal. Finally, conclude by requesting immediate action.

In the letter in Figure 11.12, restaurant owner Jimmy Lekkas opens with an
attention-grabbing question that is hard to ignore and has universal appeal: good
food, for free, right in the neighborhood. He then makes his case by explaining the
history of his restaurant (which provides immediate credibility) and offering vivid
descriptions of the food. He closes by asking readers to take action by a specific date.
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CHAPTER 11 Memos and Letters

Jimmy's Greek Kitchen

24-52 28th Street

Astaria, NY 11102

Phone: (555) 274-5672

Fax: {555) 274-5671

Email: Jimmysgreek@comcast.net

Web site: <www. jimmysgreekkitchen.com>

July 16, 20XX

Adriana Nikolaidis
26-22 30th Street #5
Astoria, NY 11102

Dear Ms. Nikolaidis:

Opens with an — Are you in the mood to sample the best Greek food.in the neighborhood absolutely free
attention-grabbing of charge? We at the newly opened Jimmy's Greek Kitchen would like to say “Thank
questlon

you for having us in your neighborhood” by inviting you to sample a variety
of our authentic Greek specialties.

Describes the long e—— If you've heard of or visited the famous Jimmy’s in Chicago, you know that our fare
history and appeal has been pleasing Chicago diners for over 40 years. At long last, we have opened
of the restaurant a companion restaurant in Astoria, and we are proud to offer you the same
high-quality appetizers, entrees, and desserts, prepared to perfection. In fact,

| trained our Astoria chef myself.

Further maintains  e—=p Ranging from charbroiled meats and grilled seafoods to vegetarian specialties and
appeal by describing Greek favorites like tzatziki, pastitsio, and moussaka, Jimmy's is truly the best in town.

the menu Please have a look at the enclosed menu to see the full range of tasty foods we offer.
Ends by asking — Please take advantage of this special offer while it lasts. From now until August 31,
the reader to take just bring this letter to Jimmy's and lunch or dinner is on the house. You may choose
action

any appetizer, entree, side order, beverage, and dessert on the menu—all free of
charge. We hape that you will not only enjoy the dining experience but will tell
others and come back to see us frequently.

Thank you,

97}.-”47_ K&k_k__g

Jimmy Lekkas

FIGURE 11.12 A sales letter
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STRATEGIES
Sales Letters

ith a question or other attention-grabbing statement.

jet to the point. People resist reading long opening passages, especially if the
message is unsolicited.

» Spell outthebenefits for the recipients. Answer this implied question: “What do
I stand to gain from this?”

» Persuade with facts and with appeals to the senses. Facts (such as the history of
your company) appeal to-logic. Graphic descriptions (such as the colors of your
new cars or the types of foed you offer) appeal to a different part of the brain—
the emotions. Use both.

» Tell the truth. Despite your desire to sell something, it is unethical to lie, distort,
exaggerate, or underestimate to make the sale.

» Close by asking readers to take action. Either ask for some reasonable action
(such as “go to our Web site”), or offer an incentive (such as a free sample) to
encourage follow-up.

m'en
though most people never make formal complaints or follow up on warranties or

product guarantees, companies generally will make a requested adjustment that
seems reasonable.

Rather than quibbling over questionable claims, companies usually honor
the request and show how much they appreciate the customer, as in Figure
11.13. In this example, writer Jane Duval apologizes graciously for a mistake.
She omits an explanation because the error is obvious: someone sent the wrong
software. Once the reader has the information and apology, Duval shifts atten-
tion to a positive feature: the gift certificate. Note the “you” perspective and
friendly tone.

Of course, if a claim is unreasonable or unjustified, the recepient usually
will refuse the request. In refusing to grant a refund for a 10-speed bicycle,
company representative Anna Jenkins faces a delicate balance (Figure 11.14).
On the one hand, she must explain why she cannot grant the customer’s
request; on the other hand, she must be diplomatic in how she asserts that the
customer is mistaken. Although Mrs. Gower may not be pleased by the explana-
tiomn, it is thorough and reasonable.
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212 CHAPTER 11 Memos and Letters

FIGURE 11.13

A positive
adjustment
letter L.
Software Unlimited
421 Fairview Road
Tulsa, Oklahoma 74321
May 2, 20xx
Mr. James Maorris
P.0. Box 176
Little Rock AR 54701
Dear Mr. Marris:
Apologizes — Your software-should arrive by May 15. Sorry for the mixup. We don‘t make a
immediately practice of sending Apple software to PC owners, but we do slip up once in a while.
Offers —p In appreciation for your patience and understanding, I've enclosed a $50 gift
compensation certificate. You can give it to a friend or apply it toward your next order. If you order

by phone, just give the certificate-number, and the operator will credit your account.

Looks toward the — e—13 Keep your certificate handy because you will be getting our new catalog soon. It
future features 15 new business and utility programs that you might find useful.

Sincerely,

oo

Jane Duval
Sales Manager

Encl. Gift Certificate

STRATEGIES
for Adjustment Letters

If you need to apologize, do so immediately and in active voice. Don’t say “An

error was made . . .”; instead, say “We are sorry we made an error. . .”

» Be polite and professional. Even if you must say no to a request, you can do so
respectfully.

» Use passive voice if you want to avoid sounding accusatory. If your customer
made a mistake in assembling the device, you could say “The wrong bolts were
used” rather than “You used the wrong bolts.”

» If appropriate, offer an incentive. You can create a lot of goodwill if you reach

out with even a small gift certificate or in-store credit.

» Close on a positive note. Thank the person for writing and for being a customer.
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Types of Letters

v  People Power, Inc.
—EIoRIZTT— 101 Salem Street, Springfield, lllinois 32456

——re—

March 8, 20xx

Mrs. Alma Gower
32 Wood Street
Lewiston, IL. 32432

Dear Mrs. Gower:

When we advertise the Windspirit as the toughest, most durable ten-speed, we <4——= Introduction starts
stress it's a racing or cruising bike built to withstand the long, grueling miles of off with the facts
intense competition. The bike is built of the strongest, yet lightest, alloys available,
and each part is calibrated to within 1/1000 of an inch. That’s why we guarantee
the Windspirit against defects resulting from the strain of competitive racing.

The Windspirit, though, is not built to withstand the impact of ramp jumps such as 4——= Writer doesn’t
accuse; she explains

those attempted by your son. The rims and front fork would have to be made from N N
in a friendly tone

amuch thicker gauge alloy, thereby increasing weight and decreasing speed. Since
we build racing bikes, such a compromise is unacceptable.
To ensure that buyers are familiar with the Windspirit's limits, in the owner’s 4—— Refusal is

professional, direct,

manual we stress that the bike should be carried over curbings and similar drops
andreasonable

because even an eight-inch drop could damage the front rim. Damage from such

drops is not considered normal wear and so is not covered by our guarantee.

Since your son appears to be more interested in a bike capable of withstanding the <4——= Closing is helpful
impact of high jumps, you could recoup a large part of the Windspirit’s price by
advertising it in your local newspaper, Many novice racers would welcome the
chance to buy one at a reduced price. Or, if you prefer having it repaired, you
could take it to Jamie’s Bike Shop, the dealer closest to you.

Yours truly,

Anna Jenkins
Manager, Customer Services

FIGURE 11.14 A negative adjustment letter
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¢ CHECKLIST
for Memos and Letters

MEMO

[J Does my memo contain all the necessary parts (To, From, Date, Subject,
body copy)?

[ Is the text of my memo clear and direct?

[ ] Does my memo follow a standard format, beginning with an introductory
paragraph, explaining my points in the body of the memo, then ending with
a short-conclusion?

U] Is the tone of my memo professional and polite?
[J Have I considered whether to take a direct or an indirect approach?
[J Does my memo focus on one topic?

[1Ts my memo directed at-the right people?

LETTER

[ Does my letter contain all the necessary parts (sender’s address, date,
inside address, salutation/attention line, body text, closing signature)?

[0 Am [ using the block format OR the modified block format?

[ ] Is the tone of my letter professional, polite, and appropriately formal?
[] Have a considered whether to take a direct or an indirect approach?

L1 Have I put my reader’s interests first (the “you” perspective)?

O If making a difficult request, am I being tactful yet clear about what I want?

[ ] Am T writing in clear language?

APPLICATIONS

GENERAL APPLICATIONS

1. Write a memo as the sales director of a company to in-house sales department em-
ployees and to sales representatives. Announce and outline a new dress code policy
and diplomatically explain why the policy is more strict for the sales reps. Remem-
ber to keep an informal but professional tone, format the memo properly, and
keep it brief but complete.
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2. Write and mail an unsolicited inquiry about the topic you are investigating for an
analytical report or research assignment. In your letter you might request
brochures, pamphlets, or other informative literature, or you might ask specific
questions. Submit a copy of your letter, and the response, to your instructor.

TEAM/APPLICATIONS

1. In groups of 2-3, assume that you are co-owners of a condominium complex that
has been invaded by carpenter ants. Have a meeting to discuss your plans to find a
way that the ants can be eliminated, using an insecticide that is proven to be non-
toxic to humans. Ask each team member to write a follow-up memo that summa-
rizes the meeting and recommends next steps for each team member to take.
Compare memos and discuss the decisions each person made for how to organize
and structure the memo.

2. Working in groups, respond to the following scenario. Appoint one group
member to present the letter in class.

Luke Harrington wants a $1200 refund for four Douglas fir trees that have
died since your workers planted them in his yard two years ago. Because
you guarantee your transplants for three years, he wants his money
returned. After checking Harrington's contract, you recall his problem: you
wouldn’t guarantee the five Douglas firs he ordered because he wanted
them planted in a wet, marshy area, and Douglas firs need well-drained
soil. A check of Harrington’s lot confirms that four trees planted in the wet
area have died of root rot. Write to him, reminding him of the contract
and refusing the adjustment. As you did two years ago, suggest that he
plant balsam firs in the wet area. Although balsam needles are slightly
darker than the Douglas firs’, both trees have the shape he wants.The
balsams would retain the symmetry of his tree line. Harrington’s address:
921 Daisy Lane, Churchill, MO 61516.

GLOBAL APPLICATIONS

1. Ts the standard memo format discussed in this chapter a U.S. standard or an inter-
national standard? What sorts of memos are typically written in other countries?
Interview someone who works in an international business, and write a short
memo to your instructor explaining what you learned about memo writing in
other countries.

2. Interview a person whose work takes him or her to one or more countries outside
the United States. Ask that person to describe the way letters are used for interna-
tional communication, and whether any special issues involving grammar, forms
of address, direct or indirect organizational patterns, or other features make letter
writing different when addressing international audiences.
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CHAPTER 11 Memos and Letters

COMPUTER/WEB-BASED APPLICATIONS

1. Word processing programs such as Microsoft Word or Apple Pages offer users a
series of templates for writing letters. (Templates are preformatted layouts that
can be used to create résumés, memos, letters, and other documents.) Templates
can help you get started with the writing; templates can also be a problem, how-
ever, because instead of thinking for yourself about the audience, purpose, and
appropriate organizational pattern and language usage, you may end up letting
the template do the thinking. Look at the various templates available in your
word processing program, and make a list of ways in which the template may or
may not work for your purposes.

2. Does the shape and layout of a memo influence how it is written? Conduct this
small experiment. In teams of 3—4 people, consider a dangerous or inconvenient
area or situation on campus (endless cafeteria lines; a poorly lit intersection;
slippery stairs; a-poorly timed traffic light). Select one of these situations (one
that everyone is familiar with), and write a short memo to a decision maker
(campus chief of police, head of food service, and so on). Each person should
write his or her memo using one of the memo templates from Microsoft Word.
Compare the differences.

PEARSON "~ For additional technical writing resources that will help you master the chapter objectives,
t I go to www.mytechcommlab.com,
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LEARNING OBJECTIVES FORTHIS CHAPTER

» Research and write clear definitions

» Understand the legal, ethical, and societal
implications of definitions

» Use the three types of definitions

» Use various methods to expand a definition,
as the situation requires

» Place definitions in your document

Printed by seu student (s 120000508@seu.edu.sa)on 10/10/2013 from 2.89 36 (88 ayibornzed to Lee Lot 014 = bevond the aythornse
valid subscrption date represe



CHAPTER 12 Definitions

LET'S GET STARTED
Definitions

In your college major, you become familiar with technical or specialized terms

O that don’t mean much to people outside the field. Think about a group of read-
OO ers who don’t know much about what you are studying. Without reading this
y ochapter, make a list of five specialized terms or phrases used in your major, and
definitions of these terms or phrases that would be understandable to the

éf you have selected. (Do not consult dictionaries or other sources in

prepa in definitions.)
Questions to a& the definitions you wrote as you review the material in
this chapter:

» Do the definitions all ans@e question “What is it?” or “What does it
entail?” in a way that will make@;e for these readers?

» Do the definitions use metaphor ces to history, or other devices
that will make it easy for these readers t tand?
» Would the definitions benefit from the use o
At the end of this chapter, read through the defi 6 u wrote for
this Let’s Get Started exercise. Compare what you wrote to e types
of definitions described in this chapter. Share your deﬁmtlons i f.\;
dent in class who is not in your major field of study. Revise your defini

based on what your student reader tells you and what you learnedgb
this chapter.

Meaning and
importance
of definitions

Explore the Concept g . 10 a meteoro oglst
with the Case Study «
on Writing Persuasive it would ref)er to the envelope of gases that surrounds a planet (“the Earth’s
Definitions at atmosphere”); to a politician or office manager it would typically mean the

hcommlab :
mytechcommia mood of the country or the workplace (“an atmosphere of high hopes”); to a
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Audience and Purpose of Definitions

geologist it would have to do with the weather conditions in a particular
area (“the atmosphere of the Hawaiian forests is lush and volcanic”); to a physi-
cist it would stand for a unit of pressure (“a standard atmosphere is 101,325
pascal”); and to a novelist it would be associated with the mood of a novel (“a
gothic atmosphere”).

As you can see, precision is important, especially in specialized fields, in
which field-specific terminology is common and undefined terms may prevent
the overall meaning of a technical document from making sense. Engineers
talk about elasticity or ductility; bankers discuss amortization or fiduciary
relationships. In _a technical document, these terms must be defined if
people both inside and outside of those fields are to understand the meaning
of the document as a whole. Imagine if a doctor continually used the words
myocardial infarction in a patient brochure without ever defining the term. The
fact that a myocardial infarction is the medical name for one form of heart
attack would be lost on patients who might benefit from a clear understanding
of the brochure.

AUDIENCE AND PURPOSE OF DEFINETIONS

hat, exactly, does it entail?”or “What, exactly, is it?”
Wyour audience how they are affected by the item defined. For exam-
ple, a person buying a new computer needs to understand exactly what “manufac-
turer’s guarantee” or “expandable memory” means in the context of that purchase.

or
g 2 is-

tinction between elasticity and ductility. Inside or outside any field, people have to
grasp precisely what “makes a thing what it is and distinguishes that thing from all
other things” (Corbett 38).

Consider the purpose of using particular terms in your document by
answering the question “Why does my audience need to know it?” The level
of technicality you use must match the audience’s background and experience.
For a group of mechanical engineering students, your definition of a solenoid,
for example, can be brief and to the point, and you can use highly technical
language:

A solenoid is an inductance coil that serves as a tractive
electromagnet.

For general audiences, your definition will require language they can understand:

A solenoid is a metal coil that converts electrical energy to magnetic
energy capable of performing mechanical functions.

Printed by seu student (s 120000508@seu.edu.sa)on 10/10/2013 from 2.89 36,159 authorized to use until 3/1/2014. Use beyond the authorized useror

valid subscrption date represents a copynght violation

Explore the Concept

with the Case Study
an Writing Simplified
Definitions at
mytechcommlab

udience
nsiderations

Explore the Concept
with the Activity on
Definition Audience
at mytechcommlab

Purpose
considerations

A highly technical
version

A nontechnical
version


amsha
Highlight

amsha
Highlight

amsha
Highlight

amsha
Highlight


CHAPTER 12 Definitions

Unless you are certain that your audience can grasp the exact meaning, always
define a term the first time you use it.

LEGAL, ETHICAL, AND SOCIETAL
IMPLICATIONS OF DEFINITIONS

(or the organization, if you write a tech-

e document’s meaning. For
example, contracts are detailed (and legally binding) definitions of the specific
terms of an agreement. If you lease an apartment or a car, the printed contract will
define both the lessee’s and lessor’s specific responsibilities. Likewise, an employ-
ment contract or employee handbook will spell out responsibilities for both
employer and employee: In preparing an employee handbook for your company,
vou would need to define'such terms as acceptable job performance, confidentiality,
sexual harassment, and equal opportunity.

W m For example, the term acceptable
risk had an ethical impact on January 28, 1986, when the space shuttle
Challenger exploded 73 seconds after launch, killing all seven crew members

aboard. (Two rubber O-ring seals in a booster rocket had failed, allowing hot

exhaust gases to escape and igniting the adjacent fuel tank.) Hours earlier—

despite vehement objections from the engineers—management had decided that

going ahead with the launch was a risk worth taking, under the understood

meaning of acceptable risk. This definition of acceptable risk was based not on

the engineering facts but rather on bureaucratic pressure to launch on‘schedule.

In this case, a faulty definition was not only ethically questionable butalso cost

lives. Agreeing on meaning in such cases rarely is easy, but you are ethically

bound to convei an accurate interiretation of the facts as iou understand them.
_ m For example, as a first step in understand-
ing the debate over the term genetic engineering, we need at least the following

basic definition:

Genetic engineering refers to [an experimental] technique through
which genes can be isolated in a laboratory, manipulated, and then
inserted stably into another organism. Gene insertion can be
accomplished mechanically, chemically, or by using biological
vectors such as viruses. (Office of Technology Assessment 20)

Of course, to follow the debate, we would need increasingly detailed information
(about specific procedures, risks, benefits, and so on). But the above definition gets
us started on the course to a healthy debate, by enabling us to visualize the basic

concept and mutually agree on the basic meaning of the term.
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Types of Definitions

TYPES OF DEFINITIONS

Definitions fall into three distinct categories: parenthetical, sentence, and expanded — Three categories
definitions. When you define terms within a document, decide how much detail ~©f definitions
your audience actually requires in order to grasp your exact meaning: do you need

to-quickly define a word in parenthesis or in a sentence, or do you need to go into

significant detail explaining a complex concept?

Often, you can clarify the meaning of a word by using a more familiar synonym or ~ When to use
a clarifying phrase in parenthesis immediately after the word. This is known as a 3;;&’;:2‘3:'5‘:3'
parenthetical definition and is used when a definition is relatively

The leaching field (sievelike drainage area) requires crushed stone. Parenthetical
. , . . definiti
The trees on the site are mostly deciduous (shedding foliage efinitions

at season’s end).

On a Web page or online help system, parenthetical definitions can-be linked to the
main word or phrase rather than placed in parenthesis after the word. A user who
clicks on leaching field, say, would be taken to a window containing a brief definition.

A slightly longer way to define a phrase is to use th
method to form a sentence definition.
the broader class to which this item belongs, followed by the features that distin-
guish it from other items in that general grouping. Use a sentence definition
when a concept requires further elaboration than a parenthetical definition
could offer. Here are some examples:

When to use
sentence definitions

Term Class Features Sentence definitions

. . . . . . (term-class-features)
A carburetor is a mixing device in gasoline engines that

blends air and fuel into
a vapor for combustion
within the cylinders.

iabetes is a metabolic disease  caused by a disorder of
the pituitary gland or
pancreas and characterized
by excessive urination,
persistent thirst, and inability
to metabolize sugar.

Stress is an applied force that strains or deforms a body.
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A complete sentence
definition

A working definition

When to use
expanded definitions
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Sentence definition

CHAPTER 12 Definitions

The previous elements may be combined into one or more complete sentences:

Diabetes is a metaholic disease caused by a disorder of the pituitary
gland or pancreas. This disease is characterized by excessive urination,
persistent thirst, and inability to metabolize sugar.

Sentence definitions are especially useful if you plan to use a term frequently and
need to establish a working definition that you will not need to repeat throughout
the document:

Throughout this report, the term disadvantaged student will refer to all
students who lack adequate funds to pay for on-campus housing, food
services, and -medical care, but who are able to pay for their coursework
and books through scholarships and part time work.

Brief definitions such as parenthetical and sentence definitions are fine when
your audience requires only a general understanding of a term, or when a term
is not particularly complex to define. For example, the parenthetical definition
of leaching field on page 221 might be enough to prevent reader confusion
without providing excessive detail, or the above sentence definition of
disadvantaged student might be enough to get a simple concept across. How-
ever, a document that requires more detail (such as a public health report on
groundwater contamination from leaching fields), or a highly complex term,
would call for an expanded definition.

Depending on audience and purpose, a
or example, if a device, such a ita

dosimeter (used for measuring radiation exposure), is being introduced for the
first time to an audience that needs to understand how this instrument works,
your definition would require at least several paragraphs, if not pages.

An expanded definition can be created in any number of ways as described below.
The method or methods you decide to use will depend on the questions you
expect the audience will want answered, as illustrated in Figure 12.1.

As you read through the following sections, refer to the following sentence
definition of the word laser, and consider how each expansion method provides
further detail in a different way:

A laser is an electronic device that emits a highly concentrated
beam of light.
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Methods for Expanding Definitions 223

] FIGURE 12.1
What does it Questions to
not mean? .
What is its How does determine tl‘_le
How many of these o——p history? it work? best expansion
questions can you approach

expect from your

audience? ;
How did What are

its name THETERM its parts?
originate? OR ITEM
TO BE DEFINED

What does it
look like?

What makes it
work or occur?

How is it similar to How is it
or different from used or
something else? applied?

Etymology

Sometimes, a word's origin (its development and changing meanings), also known  “How did its name
as the word’s etymology, can help clarify its meaning. For example, biometrics (the ~°riginate?”
statistical analysis of biological data) is a word derived from the Greek big, mean-

ing life, and metron, meaning measure. You can use a dictionary to learn the ori-

gins of most words. Not all words develop from Greek, Latin, or other roots, how-

ever. For example, some terms are acronyms, derived from the first letters or parts

of several words. Such is the case with the word laser (derived from light amplifica-

tion by stimulated emission of radiation); therefore, to expand the sentence defini-

tion of laser on page 222, you might phrase your definition as follows:

The word laseris an acronym for light amplification by stimulated
emission of radiation, and is the name for an electronic device
that emits a highly concentrated beam of light.

History

In some cases, the history of a term, concept, or procedure can be useful in  “Whatis its history?”
expanding a definition. Specialized dictionaries and encyclopedias are good back-

ground sources. You might expand the definition of a laser by describing how the

laser was invented:

The early researchers in fiber optic communications were hampered by
two principal difficulties—the lack of a sufficiently intense source of light
and the absence of a medium which could transmit this light free from
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“What does it not
mean?”

“How does it work?”

“What are its parts?”

CHAPTER 12 Definitions

interference and with a minimum signal loss. Lasers emit a narrow beam
of intense light, so their invention in 1960 solved the first problem.The
development of a means to convey this signal was longer in coming, but
scientists succeeded in developing the first communications-grade
optical fiber of almost pure silica glass in 1970. (Stanton 28)

Negation

Some definitions can be .ed by explaining what the term does not mean. For
example, the following definition of a laser eliminates any misconceptions an
audience might already have about lasers:

A laseris an electronic device that emits a highly concentrated beam
of light. Itis used for many beneficial purposes (including corrective
eye and other surgeries), not—as science fiction might tell you—as

a transport medium to other dimensions.

Operating Principle

The following example not only defines what a laser is but also shows the operating
principle behind it:

Basically, a laser [uses electrical energy to produce] coherent light: light
in which all the waves are in phase with each other, making the light
hotter and more intense. (Gartaganis 23)

Analysis of Parts

Be sure to list all of the parts to create a complete picture; and, if necessary,
define the individual parts as well, as in the following expanded definition of
a laser:

A laser is an electronic device that emits a highly concentrated beam
of light. To get a better idea of how a laser works, consider its three
main parts:

1. [Lasers require] a source of energy, [such as] electric currents or even
other lasers.

2. A resonant circuit . . . contains the lasing medium and has one fully
reflecting end and one partially reflecting end. The medium—which can
be a solid, liquid, or gas—absorbs the energy and releases it as
a stream of photons [electromagnetic particles that emit light]. The
photons . . . vibrate between the fully and partially reflecting ends of
the resonant circuit, constantly accumulating energy —that is, they are
amplified. After attaining a prescribed level of energy, the photons can
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Methods for Expanding Definitions

pass through the partially reflecting surface as a beam of coherent light
and encounter the optical elements.

3. Optical elements—lenses, prisms, and mirrors—modify size, shape,
and other characteristics of the laser beam and direct it to its target.
(Gartaganis 23)

Visuals

Make sure any visual you use is well-labeled. Always introduce and explain your “What does
visual and place the visual near your discussion. If the visual is borrowed, credit  t1eoklike?
the source. The following visual accompanies the previous analysis of parts:

Resonant circuit
Energy source (including lasing medium)

\ \\ Emitted light
Mirror

< Photons < /

oscillating O—’O—l

. \/
L
f |

Fully reflecting end Partially reflecting end

FIGURE 1 Description of a Simple Laser

Source: Gartaganis, Arthur. “Lasers.” Occupational Outlook Quarterly
Winter 1984: 23.

Comparison and Contrast

By comparing (showing similarities) or contrasting (showing differences) between  “How is it similar to
new information and information your audience already understands, you help g;;i;i’ii?;[se";,,
build a bridge between what people already know and what they don't. The follow-

ing example uses both comparison and contrast to expand upon a more basic

definition of a laser:

Fiber optics technology results from the superior capacity of light waves
to carry a communications signal. Sounds waves, radio waves, and light
waves can all carry signals; their capacity increases with their
frequency. Voice frequencies carried by telephone operate at 1000
cycles per second, or hertz. Television signals transmit at about 50
million hertz. Light waves, however, operate at frequencies in the
hundreds of trillions of hertz. (Stanton 28)
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CHAPTER 12 Definitions

Required Conditions

“What makes itwork  In the following example, additional information on optics adds to the definition
or oceur?” of a laser:

In order to emit a highly concentrated beam of light, the laser must
absorb energy through the reflecting end of a resonant circuit, amplify
the photons produced between the reflecting and partially reflecting
end of the resonant circuit, and release the photons as a beam of light
via a set of lenses, prisms, and mirrors.

Examples

“How is it The following expansion using an example shows how laser light is used in med-
oo .
used or applied? ical treatment:

Lasers are increasingly used to treat health problems. Thousands
of eye operations involving cataracts and detached retinas are
performed every year by ophthalmologists. . . . Dermatologists
treat skin problems. . .. Gynecologists treat problems of the
reproductive system, and neurosurgeons even perform brain
surgery—all using lasers transmitted through optical fibers.
(Gartaganis 24-25)

USING MULTIPLE EXPANSION METHODS

Use as many Depending on the complexity of what you need to define, you may need to com-
expansionsmethods  |yine multiple expansion methods, as in Figure 12.2.

as needed . . . U .
Like a good essay, this multiparagraph definition is unified and coherent: Each
Explore the paragraph is developed around one main idea and logically connected to other
c ith th o . - .
Activil‘:\'rnc;:ne?x:)vgndte; paragraphs. Transitions emphasize the connection between ideas. The level of
Definition Writing technicality connects with the intended audience.

at mytechcommlab . .. . . . .
Because this definition deals with a vital community issue, the author uses

multiple methods to ensure that readers have a solid basis for understanding the
situation: A water reservoir is threatened by chemical seepage and depleted by
drought. This definition forms part of the introduction to a report that analyzes
the severity of the problems and explores possible solutions.

To understand the problems, readers first need to know what a water table is,
how it is formed, what conditions affect its level and quality, and how it figures
into town planning decisions. The concepts of recharge and permeability are vital
to understanding the problem, so these terms are defined parenthetically. This
audience has no interest in geological or hydrological (study of water resources)
theory. They simply need the broadest possible picture.
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Using Multiple Expansion Methods 227

EXPANDED DEFINITION: WATER TABLE

The water table is the level below the earth’s surface at which the ground is saturated
with water. Figure 1 shows a typical water table that might be found in the East. Wells
driven into such a formation will have a water level identical to that of the water table.

Clouds
Precipitation \\""\/

b VY

Evaporation

1)

Not below Sea

Evaporation

Water
surface of well sea level water

FIGURE 1 A Typical Water Table (Eastern United States)

The world’s freshwater supply comes almost entirely as precipitation that originates
with the evaporation of sea and lake water. This precipitation falls to earth and follows
one of three courses: it may fall directly onto bodies of water, such as rivers or lakes,
where itis directly used by humans; it may fall onto land, and either evaporate or run over
the ground to the rivers or other bodies of water; or it may fall onto land, be contained,
and seep into the earth. The latter precipitation makes up the water table.

Similar in contour to the earth’s surface above it, the water table generally has a
level that reflects such features as hills and valleys. Where the water table intersects
the ground surface, a stream or pond results.

A water table’s level, however, will vary, depending on the rate of recharge
(replacement of water). The recharge rate is affected by rainfall or soil permeability
(the ease with which water flows through the soil). A water table therefore is never
static; rather, it is the surface of a body of water striving to maintain a balance between
the forces which deplete it and those which replenish it. In areas of Florida and some
western states where the water table is depleted, the earth caves in, leaving sinkholes.

The water table’s depth below ground is vital in water resources engineering and
planning. It determines an area’s suitability for wastewater disposal, or a building lot’s
ability to handle sewage. A high water table could become contaminated by a septic
system. Also, bacteria and chemicals seeping into a water table can pollute an entire
town'’s water supply. Another consideration in water table depth is the cost of drilling
wells. These conditions obviously affect an industry’s or homeowner's decision on
where to locate.

The rising and falling of the water table give an indication of the pumping rate’s
effect on a water supply (drawn from wells) and of the sufficiency of the recharge rate
in meeting demand. This kind of information helps water resources planners decide
when new sources of water must be made available.
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CHAPTER 12 Definitions

PLACEMENT OF DEFINITIONS

rm or concept, that item m
n a printed text, you can place brie

gned with the terms

definitions
being defined.
expanded definition
, (see page 324)—depending on whether the definition is essential to under-
standing the whole document or serves merely as a reference.
On a Web site, you would use a hypertext link for expanded definitions. Hyper-
text'and the Web are perhaps the best answer yet to making definitions accessible,
because readers can click on the item, read about it, and return to their original place

on the page. Figure 12.3 demonstrates t_

FIGURE 12.3

Ah linked e S
expanded Usability.govm

“Your guide for daveloping usable & useful Web sites -

Home | Dictionary | Site Map

definition
. . s -5
What is usability? Steph yée.ﬁue: EA
* What is usability? Visual Overview “
* \What does usability measurs?

* How is usability defined? PO
ol 'ods.
What is usability?

Usability measures the quality of a user's experience when interacting with a product or

system—whether a Web site, a software application, mobile technology, or any user-operated device.

In general, usability refers to how well users can learn and use a product to achieve their goals and how satisfied they
are with that process. Usability, as defined by Joseph Dumas and Janice (Ginny) Redish, means that people who use
the product can do so quickly and easily to accomplish their tasks. Usability may also consider such factors as
cost-effectiveness and usefulness.

A key methodology for carrying out usability is called User-Centered Design.

4 top of page

What does usability measure?

It is important to realize that usability is not a single, one-dimensional property of a user interface. Usability is a

combination of factors including:

* Ease of learning - How fast can a user who has never seen the user interface before learn it sufficiently well
to accomplish basic tasks?

+ Efficiency of use - Once an experienced user has learned to use the system, how fast can he or she
accomplish tasks?

* Memorability - If a user has used the system before, can he or she remember enough to use it effectively
the next time or does the user have to start over again learning everything?

* Error frequency and severity - How often do users make errors while using the system, how serious are
these errors, and how do users recover from these errors?

. ve i - How much does the user like using the system?

top of page

How is usability defined?

Two international standards further define usability and human-centered design:

1. "[Usability refers to] the extent to which a product can be used by specified users to achieve specified
goals with effectiveness, efficiency and satisfaction in a specified context of user.” - ISO 8241-11

2.“Human-centered design is characterized by: the active involvement of users and a clear understanding
of user and task requirements; an appropriate allocation of function between users and technology;

* " the iteration of design solutions; multi-disciplinary design.” - ISO 13407

top of page Home | Diclionary | Site Map | AboutUs | Cenlacl Us
Accessibility | Privacy Policy | USA.gov
This is an official U.S. Government Web site managed by the U.S. Department of Health & Human Services.

Source: From <usability.gov>
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Placement of Definitions

The previous Web page provides a thorough definition of “usability;,” but the “user-
centered designed” material is at a deeper level of detail; rather than disrupting the
discussion of “usability,” the hyperlink allows readers to jump to it if they wish.

RATEGIES
for Definitions

» Decide on the level of detail you need. Definitions vary greatly in length and
detail, from a few words in parentheses to a multipage document. How much
does this audience need inorder to follow your explanation or grasp your point?

» Classify the item precisely.- The narrower your class, the clearer your meaning.
Stress is classified as an applied force; to say that stress “is what . . .” or “takes
place when . . .” fails to denote a specific classification. Diabetes is precisely classi-
fied as a metabolic disease, not as a medical term.

» Differentiate the item accurately. If the distinguishing features are too broad,
they will apply to more than this one item. A definition of brief as a “legal docu-
ment used in court” fails to differentiate briefs from all other legal documents

(wills, affidavits, and the like).
() Avoid circular defnitions. 190 Hol epea, a5 part of the distiglishing feature)

» Expand your definition selectively. Begin with a sentence definition and select
the best expansion strategy or combination of expansion strategies for your audi-
ence and purpose.

v

Use visuals to clarify your meaning. No matter how clearly you explain, as the
saying goes, a picture can be worth a thousand words—even more so when used
with readable, accurate writing.

v

Know “how much is enough.” Don’t insult people’s intelligence by giving need-
less details or spelling out the obvious.

v

Consider the legal implications of your definition. What does an unsatisfactory
job performance mean in an evaluation of a company employee: that the
employee could be fired, required to attend a training program, or given one or
more chances to improve (Performance Appraisal 3-4)? Failure to spell out your
meaning invites a lawsuit.

v

Consider the ethical implications of your definition. Be sure your definition of
a fuzzy or ambiguous term such as safe levels of exposure, conservative investment,
or acceptable risk is based on fair and accurate interpretation of the facts. Con-
sider, for example, a U.S. cigarette company’s claim that cigarette smoking in the
Czech Republic promoted fiscal benefits, defined, in this case, by the fact that
smokers die young, thus eliminating pension and health care costs for the elderly!

-
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230 CHAPTER 12 Definitions

STRATEGIES continued

» Place your definition in an appropriate location. Allow users to access the defi-
nition and then return to the main text with as little disruption as possible.

Cite your sources, as needed. See Appendix A.

J- CHECKLIST
for Definitions

CONTENT

[ Is the type of definition (parenthetical, sentence, expanded) suited to its
audience and purpose?

[] Does the definition adequately elassify the item?

O Does the definition adequately differentiate the item?

L] Will the level of technicality connect with the audience?

[J Have I avoided circular definitions?

[ 1 Is the expanded definition developed adequately for its audience?
0] Is the expanded definition free of needless details for its audience?
[ ] Are visuals used adequately and appropriately?

[J Are all information sources properly documented?

O Is the definition ethically and legally acceptable?

[ Is the definition appropriately located in the document?

g APPLICATIONS

GENERAL APPLICATION

Choose a situation and an audience, and prepare an expanded definition specifi-
cally designed for this audience’s level of technical understanding. Use at least four
expansion strategies, including at least one visual. In preparing your expanded def-
inition, consult no fewer than four outside references. Cite and document each
source as shown in Appendix A.

Printed by seu student (s 120000508@seu.edu.sa)on 10/10/2013 from 2.89 36,159 authorized to use until 3/1/2014. Use beyond the authorized useror
valid subscrption date represents a copynght violation


amsha
Highlight


Placement of Definitions

TEAM APPLICATION

Divide into groups by majors or interests. Appoint one person as group manager.
Decide on an item, concept, or process that would require an expanded definition
for laypersons; some examples follow:

From computer science: an algorithm, binary coding, or systems analysis

From nursing: a pacemaker, coronary bypass surgery, or natural childbirth

Complete an Audience and Purpose Profile (page 53). Once your group has decided
on the appropriate expansion strategies, the group manager will assign each
member to work on one or two_specific strategies as part of the definition. As a
group, edit and incorporate’ the collected material into an expanded definition,
revising as often as needed. The group manager will assign one member to present
the definition in class.

GLOBAL APPLICATION

Any definition you write may be read by someone who may not speak English as a
first language. Locate an expanded definition on Wikipedia that may be difficult
for a non-American or non—native English speaker to understand for one reason
or another (use of idioms, use of abbreviations, use of American metaphors such
as sports metaphors not used in other countries). Explain how the definition could
be reworded so that most readers would be able to understand it.

COMPUTER/WEB-BASED APPLICATION

Convert your expanded definition from the previous General Application into a
Web page. Include links to your information sources.

ity I For additional technical writing resources that will help you master the chapter objectives,
th go to www.mytechcommlab.com,
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Descriptions

LET'S GET STARTED
Descriptions

Suppose your company has invented a useful gadget—such as a staple remover
or paper punch (or some other ordinary but somewhat complex item with mul-
tiple parts). Choose such an item—one that you can get your hands on and
study, weigh, measure, and possibly take apart. Begin describing this object by
assigning deseriptive details to it, recording every detail on a piece of paper or in
a word-processed document. Weed out the subjective details (such as “pretty” or
“ugly”) from the objective details (such as—for a staple remover— “prongs,”
“finger grips,” and “spring mechanism”). Then decide on the most logical
sequence for describing this item: bottom-to-top, exterior to interior, and so on
(such as—for the staple remover—“plastic finger grips” to “hollow metal
prongs with pointed tips” to “coil-spring extensor mechanism,” and so on).
Finally, compose a full description of the product, using visuals as needed.

Questions to ask about the description you wrote as you review the material in

this chapter:

» Were you able to maintain objectivity when writing your description?
» Does your description contain all of the typical elements?
» Did you include appropriate visuals?

» Did you follow the appropriate descriptive sequence(s) for your purpose

and audience?

At the end of this chapter, review your initial Let’s Get Started description with
your instructor or with a group of students to see how much you might change

or modify the description based on what you have learned from the chapter.

escriptions are essential in workplace writing because, like definitions, they
help ensure that readers understand the full meaning of any technical docu-
ment: Descriptions and definitions often go hand in hand. For example, to return
s 1 : : . : Meaning and
to the myoca.rdml infarction example in the previous c.hapter (page 219), a medical importance of
student reading a document about myocardial infarctions would need to know not  descriptions
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CHAPTER 13 Descriptions

only that a myocardial infarction is a form of heart attack (definition) but also
what causes such a heart attack (description).

This chapter will explore how to write technical descriptions from a variety of
angles and for a variety of purposes.

AUDIENCE AND PURPOSE OF DESCRIPTIONS

Audience While definitions answer the questions “What is it?” or “What does it entail?”
considerations descriptions often include definitions first, and then must answer the additional
questions “What does it look like?” “What are its parts?” “What does it do?” “How

Explore the K " ” i 1
does it work?” or “How does it happen?

Concept with the
Case Study on
Description Writing
at mytechcommlab

field, but nonexperts will need language with which they are familiar. For example,
the sentence “A tumor is a neoplasm” would make sense to most medical profes-
sionals; however, for an audience outside that field, you would need to use more
accessible language, such as “A tumor is a growth of cells that occurs independ-
ently of surrounding tissue and serves no useful function.”
Purpose
considerations
ch as: “The purpose of this description is to help plumbing appren-
tices understand the parts of the Heatwave home water heater and how those parts
work together to produce hot water.”

OBJECTIVITY IN DESCRIPTIONS

Subjective versus
objective
descriptions

t).

descriptions use sensory and judgmental ideas such as “The weather was miserable” or
“The room was terribly messy.” In contrast, objective descriptions present an impartial
view.

Why descriptions

Except in cases of promotional writing, descriptions should be objective. Pure
should be objective

objectivity is, of course, humanly impossible. Each writer filters the facts and their
meaning through his or her own perspective, and therefore chooses what to
include and what to omit. Nonetheless, when writing descriptions, you should
communicate the facts as we know and understand them. Even positive claims
made in promotional writing (for example, “reliable,” “rugged”) should be based
on objective and verifiable evidence.
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Elements of Descriptions 235

Being objective does not, however, mean forsaking personal evaluation in Descriptions have
cases in which a product or process may be unsafe or unsound. An ethical commu- ~ éthical implications
nicator, in the words of one expert, “is obligated to express her or his opinions of
products, as long as these opinions are based on objective and responsible research
and observation” (MacKenzie 3).

One way to maintain objectivity when writing descriptions is to always pro-  How to be objective
vide details that are visual, not emotional. Ask yourself what any observer would
recognize, or what'a camera would record. For example, instead of saying, “His _Sus 3;:3:;3;: Brief
office has a depressing atmosphere” (not everyone would agree), say “His office " mytechcommlab
has broken windows looking out on a brick wall, missing floorboards, broken

airs, and a ceiling with chunks of plaster missing.”
A second way to maintain-objectivity is to use precise and informative lan-  =__ Analyze the Long
uage. For instance, specify location and position, exact measurements, weights, ="a E,ﬁ‘;:ﬂ':;f:,ab
and dimensions, instead of using inexact and subjective words like large, long, and
near. Be careful, though, not to confuse precise language with overly complicated
technical terms or needless jargon. For example, don’t say phlebotomy specimen
instead of blood, thermal attenuation instead of insulation, or proactive neutraliza-
tion instead of damage control. General readers prefer nontechnical language—as
ng as the simpler words do the job.

ELEMENTS OF DESCRIPTIONS

All descriptions should include a forecasting title, an orienting introduction,
a logical sequence of topics, clarifying visuals, and a summarizing conclusion.

For example, Provide a clear

assume you are describing the braking mechanism of a particular brand and type ~2nd limiting title
of bicycle: Be clear in your title by referring to the exact brand and type of bicycle,
and be limited in your title by indicating that you will only describe the braking

Introduction

Descriptions rarely call for a standard topic or thesis statement, because the goal of Provide an
these documents is to catalog details to help readers visualize the product or process. L"rtl.;%‘::‘r’g;’getrhsat
Any description, however, should begin by telling readers what to look for. If you

have written a purpose statement to help you orient yourself prior to writing the

description, simply reuse it here. For example, you might say in your introduction,
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CHAPTER 13 Descriptions

“The goal of this description is to introduce apprentice road construction workers to
the parts and function of a standard jackhammer.” You may also simply want to start
with a brief definition of what you will describe.

Provide a logical and
appropriate sequence
of topics

ing its parts, use am
Follow. the same spatial patterns readers would follow when viewing the item. Do
other pattern? For example, when describing a laptop keyboard, you might follow an

outside to inside spatial sequence, first describing the “on/off” and mouse keys, and
then moving inward to the “page up,” “page down,” “shift,” “tab,” “caps lock” and
function keys, and finally to the interior number, letter, and punctuation keys.

To describe how something works, use a functional sequence. Describe the
workings (functions) of the device in the order in which the parts function. For
example, if you want to describe how-a solar home heating system works, proceed
from source to outlet: from the heat collectors on the roof through intermediate
components to the heating vents.

To describe how something is assembled, use a chronological sequence. Parallel
the order in which parts are assembled or stages occur. For example, if you want to
describe how to put together a small desk, describe how to put together the main
parts first and the smaller, more decorative parts last.

Combine sequencing
when appropriate

3
appearance, use, and assembly of an atomic alarm clock, you would employ a
spatial sequence to help users recognize this item, a functional sequence to show
how it works, and a chronological sequence to help users assemble it correctly.

Provide visuals to
enhance and clarify
prose descriptions

mmpact to what would be a complicated prose description. In addition to the
picture, labels help users interpret what they are seeing.

Provide a concise -

conclusion to give It
finality should provide readers with a brief summary of what the description has a empted
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Product and Process Descriptions AYS

FIGURE 13.1
A descriptive
| visual

ALUMINUM
DISK
REGISTER

Source: “Description of an Electricity Meter” illustration by George Retseck, from
“Electricity Meters” by Les Rosenau, from Scientific American, March 2000,
Volume 108. Reprinted with permission.

they need to !IIIOW a!ou! !!e pro!ucl OF process.

PRODUCT AND PROCESS DESCRIPTIONS
Descriptions generally divide intc” pr.ct descriptions and  Product and process
.cess descriptions. Anyone learning the parts of a particular device (say, a stan-  descriptions

dard microscope) relies on a product description. Anyone wanting t
Explore the Concept
( relies on a with the Activity on
Description Writing

process description. at mytechcommlab
For example, the product description in Figure 13.2 gives beginning paramed-

ical or nursing students a clear image of the overall device (a stethoscope) and its

parts. The process description in Figure 13.3, on the other hand, helps surveyors or

environmentalists understand the steps or stages by which contaminants may be

removed from the soil using the “lasagna process.”
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238 CHAPTER 13 Descriptions

FIGURE 13.2
A product
description

A Description of the Standard Stethoscope

The stethoscope is a listening device that amplifies and transmits body sounds to aid in detecting physical
abnormalities.

This instrument has evolved from the original wooden, funnel-shaped instrument invented by a French
physician, R. T. Lennaec, in 1819. Because of his female patients” modesty, he found it necessary to develop
a device, other than his ear, for auscultation (listening to body sounds).

This description explains to the beginning paramedical or nursing student the structure, assembly, and
operating principle of the stethoscope.

The standard stethoscope is roughly 24 inches long and weighs about § ounces. The instrument
consists of a sensitive sound-detecting and amplifying device whose flat surface is pressed against a
bodily area: This amplifying device is attached to rubber and metal tubing that transmits the body sound to
a listening device inserted.in the ear.

The stethoscope’s Y-shaped structure contains seven interlocking pieces: (1) diaphragm contact piece,
(2) lower tubing, (3) Y-shaped metal piece, (4) upper tubing, (5) U-shaped metal strip, (6) curved metal
tubing, and (7} hollow ear plugs. These parts form a continuous unit (Figure 1).

Y-shaped Diaphragm contact piece

metal piec

Upper tubing F

U-shaped
metal strip

Lower tubing

Curved metal
tubing
Hollow ear plugs

FIGURE 1 Stethoscope with Diaphragm Contact Piece (Front View)

The seven major parts of the stethoscope provide support for the instrument, flexibility of movement for
the operator, and ease in use.

In an operating cycle, the diaphragm contact piece, placed against the skin, picks up sound impulses
from the body's surface. These impulses cause the plastic diaphragm to vibrate. The amplified vibrations, in
turn, are carried through a tube to a dividing point. From here, the amplified sound is carried through two
separate but identical series of tubes to hollow ear plugs.

Printed by seu student (s 120000508@seu.edu.sa)on 10/10/2013 from 2.89 36,159 authorized to use until 3/1/2014. Use beyond the authorized useror
valid subscrption date represents a copynght violation



Product and Process Descriptions

The Lasagna Process

Dubbed the “lasagna” process because of its
layers, this technology cleans up liquid-borne
ofganic and inorganic contaminants in dense,
claylike soils. Initial work is focused on
removing chlotinated solvents.

Because clay is not very permeable, it holds
ground water and other liquids well. Traditional
remediation for this type of site requires that the
liquid in the soil (usually ground water) be
pumped out. The water brings many of the
contaminants with it, then is chemically treated
and replaced—a time-consuming and expensive
solution.

The lasagna process, on the other hand,
allows the soil to be remediared in situ (on site)
by using low-voltage electric current to
move contaminated ground water through
treatment zones in the soil. Depending on the
characteristics of the individual site, the process
can be done in either a vertical or horizontal
configuration. (See figure below.)

The first step in the lasagna process is to
“fracture” the soil, creating a series of zones. Ina
vertical configuration, a vertical borehole is
drilled and a nozzle inserted; a highly pressurized

mixture of water and sand (or another water/
solid mix) is injecred into the ground at various
depths. The result: a stack of pancake-shaped,
permeable zones in the denser, contaminated
soil. The top and bottom zones ate filled with
carbon or graphite so they can conduct
electricity. The zones between them are filled
with trearment chemicals or microorganisms
that will remediate the contaminants.

When electricity is applied to the carbon and
graphite zones, they act as electrodes, creating an
electric field. Within the field, the marterials in
the soil migrate toward either the positive or
negative electrode. Along with the migrating
materials, pollutants are carried into the
treatment zones, where they are neutralized or
destroyed.

The horizontal configuration works in much
the same way, differing.only in installation.
Because the electrodes and freatment zones
extend down from the surface; this configuration
does not require the sophisticated hydraulic
fracturing techniques thar are used in the
vertical configuration.

Schematic Diagram of the Lasagna Process

Borehole

Vertical Configuration

Electrode —

Treatment Zone
Treatment Zone

Electrode

Treatment Zane

Liquid flow
Electrode +

<= Applied Electrical Potential s

I Liquid flow

- =

I~

Applied Electrical Potentia| )

L~ L [~

Source: Adapted from Japikse, Catharina. “Lasagna in the making.” EPA Journal,

20.3 (1990): 27. Print.
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CHAPTER 13 Descriptions

A COMPLEX PRODUCT DESCRIPTION

Figure 13.4 is a complex product description. The audience for the standard bumper
jack description would be car and truck owners and other general readers. This audi-
ence needs to know only the basics—what it is, what it looks like, what its parts are,
and how, generally, it works—before actually using the jack safely and effectively.

To plan this description, the writer has created an outline for what details to
include and how to organize the material. Also, the writer has determined what
not to include: for example, basic dimensions and measurements are included,
but they are not the precise and detailed dimensions and measurements an engi-
neering audience might require. Finally, the writer has kept the language simple
and free of jargon that this audience might not understand.

I. Introduction: General Description

Writer's outline for  e——3 A. Definition, Functio_n, and Background-of the Item
planning the B. Purpose (and Audience—for classroom only)
complex description C. Overall Description {with general visuals, if applicable)
D. Principle of Operation (if applicable)

E. List of Major Parts

. Description and Function of Parts

A. Part One in the Descriptive Sequence
1. Definition
2. Shape, dimensions, material {(with specific visuals)
3. Subparts (if applicable)
4, Function
5. Relation to adjoining parts
6. Mode of attachment (if applicable)

B. Part Two in the Descriptive Sequence {and so on)

Summary and Operating Description

A. Summary (used only in a long, complex description)
B. Interrelation of Parts

C. One Complete Operating Cycle

FIGURE 13.4 A complex product description
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A Complex Product Description

Description of a Standard Bumper Jack <4—1— Clear and limiting
title tells readers

Introduction—General Description gizztclr what to

The standard bumper jack is a portable mechanism for raising the front or

rear of a car through force applied with a lever. This jack enables even a

frail persan to lift one corner of a 2-ton automobile. 4—— Introduction orients
The jack consists of a molded steel base supporting a free-standing, readers via a

perpendicular, notched shaft (Figure 1). Attached to the shaft are a definition

leverage mechanism, a bumper catch, and a cylinder for insertion of the

jack handle. Except for the main shaft and leverage mechanism, the jack is 4——= Overall description

made to be dismantled. Allits parts fit neatly in the car’s trunk. of “t1'e IDYOdUCt uses
The jack operates on a leverage principle, with the operator’s hand spatial sequencing

traveling 18 inches and the caronly % of an inch during a normal jacking I(ik‘gr?h”?t does it look

stroke. Such a device requires many strokes to raise the car off the ground '

but may prove a lifesaver to a motorist on some deserted road.
Five main parts make up the jack: base, notched shaft, leverage

mechanism, bumper catch, and handle.

Description of Parts and Their Function 4—— Description of parts

Base. The rectangular base is a molded steel plate that provides support
and a point of insertion for the shaft (Figure 2). The base slopes upward to
form a platform containing a 1-inch depression that provides a stabilizing
well for the shaft. Stability is increased by a 1-inch cuff around the well. As
the base rests on its flat surface, the bottom end of the shaft is inserted
into its stabilizing well.

Shaft. The notched shaftis a steel bar (32 inches long) that provides a
vertical track for the leverage mechanism. The notches, which hold the
mechanism in position on the shaft, face the operator.

The shaft vertically supports the raised automobile, and attached to it is
the leverage mechanism, which rests on individual notches.

Leverage Mechanism. The leverage mechanism provides the mechanical
advantage needed for the operator to raise the car. Itis made to slide up
and down the notched shaft. The main body of this pressed-steel
mechanism contains two units; one for transferring the leverage and one
for holding the bumper catch.

The leverage unit has four major parts: the cylinder, connecting the
handle and a pivot point; a lower pawl (a device that fits into the notches to
allow forward and prevent backward motion), connected directly to the
cylinder; an upper pawl, connected at the pivot point; and an “up-down” lever,

uses chronological
sequencing (“How
is it assembled?”)

FIGURE 13.4 (Continued)
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Pivot point

Bumper
catch
holder

Clearly labeled —> Bumper Upper pawl
visual enhances catch

prose descriptions Lower pawl

of parts “Up-down” lever

Lip

Leverage mechanism

Notched shaft

Base

FIGURE1 A Side View of the Standard Bumper Jack

which applies or releases pressure on the upper pawl by means of a spring
(Figure 1). Moving the cylinder up and down with the handle causes the
alternate release of the pawls, and thus movement up or down the
shaft—depending on the setting of the "up-down” lever. The movement is
transferred by the metal body of the unit to the bumper catch holder.

The holder consists of a downsloping groove, partially blocked by a wire
spring (Figure 1). The spring is mounted in such a way as to keep the
bumper catch in place during operation.

Bumper Catch. The bumper catch is a 9-inch molded plate that attaches the
leverage mechanism to the bumper and is bent to fit the shape of the
bumper. Its nuter;— inch is bent up to form a lip (Figure 1), which hooks
behind the bumper to hold the catch in place. The two sides of the plate are
bent back 90 degrees to leave a 2-inch bumper contact surface, and a bolt
is riveted between them. This bolt slips into the groove in the leverage
mechanism and provides the attachment between the leverage unit and the
car.

Jack Handle. The jack handle is a steel bar that serves both as lever and
lug bolt (or lugnut) remaover. This round bar is 22 inches long, %inch in
diameter, and is bent 135 degrees roughly 5 inches from its outer end. Its outer

FIGURE 13.4 (Continued)
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A Complex Product Description

3
| _— Stabilizing well
| Cuff +—— Slecond labeled
visual offers a
different view of an
individual part
FIGUREZ A Top View of the Jack Base

end is a socket wrench made to fit the wheel’s lug bolts. Its inner end is beveled

to form a bladelike point for prying the wheel covers and for insertion into the

cylinder on the leverage mechanism.

Conclusion and Operating Description <4—— Conclusion uses

One quickly assembles the jack by inserting the bottom of the notched shaft functional

sequencing (“"How

into the stabilizing well in the base, the bumper catch into the groove on the ; p
does it work?")

leverage mechanism, and the beveled end of the jack handle into the cylinder.
The bumper catch is then attached to the bumper, with the lever setin the “up”
position.

As the operator exerts an up-down pumping motion on the jack handle, the
leverage mechanism gradually climbs the vertical notched shaft until the car’s
wheel is raised above the ground. When the lever is in the "down” position, the
same pumping motion causes the leverage mechanism to descend the shaft.

FIGURE 13.4 (Continued)
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A COMPLEX PROCESS DESCRIPTION

Figure 13.5 is an example of a complex process description. The writer has deter-
mined that the audience for the description of the acid rain process will be a non-
technical group of readers. The purpose of the document is to explain the threat
posed by acid rain. To plan how to describe a scientific process to a nonscientific
audience, the writer has created an outline and has used simple, jargon-free language.

I. Introduction
. Definition, Background, and Purpose of the Process
. Intended Audience (usually omitted for workplace audiences)
. Prior Knowledge Needed to Understand the Process

A
B
C
D. Brief Description of the Process
Writer's outline for ~ e=—t— E P
planning the
complex description F.
G
H

. Principle of Operation

Special Conditions Needed for the Process to Occur
. Definitions of Special Terms
. Preview of Stages

. Stages in the Process
A. First Major Stage
1. Definition and purpose
2. Special conditions needed for the specific stage
3. Substages (if applicable)
a.
b.
B. Second Stage (and so on)

Conclusion
A. Summary of Major Stages
B. One Complete Process Cycle

FIGURE 13.5 A long process description
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1
HOW ACID RAIN DEVELOPS, SPREADS, AND DESTROYS 4——= Clear title tells
i readers what to
Introduction expect and also
Acid rain is environmentally damaging rainfall that occurs after fossil fuels burn, promotes
releasing nitrogen and sulfur oxides into the atmosphere. Acid rain increases the awareness of the
acidity level of waterways because these nitrogen and sulfur oxides combine with lssue
the air's normal moisture. The resulting rainfall is far more acidic than normal rainfall. === Introduction orients
Acid rainis a silent threat because its effects, although slow, are cumulative. readers via a
definition
Power plants burning oil or coal are primary causes of acid rain. The burnt fuel is <4— = Initial description
not completely expended, and residue enters the atmosphere. Although this of the process
residue contains several potentially toxic elements, sulfur oxide and, to a lesser uses functional
. . h . | “Th hemical culor . sequencing ("How
extent, nitrogen oxide are the major problems: These chemical culprits combine does it work?"), as
with moisture to form sulfur dioxide and nitric acid, which then rain down to earth. does the remainder
of the description
The Process
How Acip Rain Deverops. Once fossil fuels have been burned, their usefulness <4—— Headers in “The
ends. Itis here that the acid rain problem begins (Figure 1). Process” section
mirror and follow
through on the
description’s title
(—/_/_/Jv_\fm\ ~— Prevailing
MNarrmal precipitation - winds
Acid rain Sulfur and
nitrogen
oxides
4—1— Clearly labeled
visual enhances
prose description
CCZI:I Waterway of process
j@
Figure 1 How Acid Rain Develops and Spreads
Acid level is measured by pH readings. The pH scale runs from 0 through 14—a pH
of 7is neutral. (Distilled water has a pH of 7.) Numbers above 7 indicate increasing <4—— Additional definition
alkalinity. (Household ammonia has a pH of 11.) Numbers below 7 indicate increasing '"trOdUCf’f aHllew
acidity. Movement in either direction on the scale means multiplying by 10. Lemon concept (“pH")
juice, with a pH value of 2, is 10 times more acidic than apples, with a pH of 3, and
1,000 times more acidic than carrots, with a pH of 5.

FIGURE 13.5 (Continued)
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246 CHAPTER 13 Descriptions

FIGURE 13.5
(Continued) 2

Because of carbon dioxide (an acid substance) normally present in air, unaffected
rainfall has a pH of 5.6. At this time, the pH of precipitation in the northeastern
United States and Canada is between 4.5 and 4. In Massachusetts, rain and
snowfall have an average pH reading of 4.1. A pH reading below 5 is considered
abnormally acidic, and therefore a threat to aquatic populations.

How Acip Rain Spreaps. Although we might expect areas containing power plants
to be most severely affected, acid rain can in fact travel thousands of miles from its
source. Stack gases escape and drift with the wind currents, traveling great
distances before they return to earth as acid rain {Figure 1).

For roughly twao to five days after emission, the gases follow the prevailing winds far
from the point of origin. About 50 percent of the acid rain that affects Canada originates
in the United States; conversely, 15 to 25 percent of U.S. acid rain originates in Canada.

The tendency of stack gases to drift makes acid rain a widespread menace. More
than 200 lakes in the Adirondacks, hundreds of miles from any industrial center,
cannot support life because theirwater has become so acidic.

How Acio Raiv Destrovs. Acid rain causes damage wherever it falls. It erodes various
types of building rock such as limestone, marble, and mortar. Damage to buildings,
houses, monuments, statues, and cars is widespread, Many priceless monuments have
already been destroyed, and even trees of some varieties are dying.

More crucial is damage to waterways (Figure 2). Acid rain gradually lowers the pH
in lakes and streams, eventually making a waterway so acidic thatitdies. In areas
with natural acid-buffering elements such as limestone, the dilute acid has less
effect. The northeastern United States and Canada, however, lack this natural pro-
tection, and so are most vulnerable.

Second labeled ——p (/MB m

visual provides Acid rain Acid snow
graphic illustration
of the process

Spring

snow runoff
JA A
X
Natural leaching of = <1 Aquatic Fish young
ground elements < life =

=)

Figure 2 How Acid Rain Infiltrates Waterways
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FIGURE 13.5
3 (Continued)

The pH level in an affected waterway drops so low that some species cease to
reproduce. A pH of 5.1 to 5.4 means that entire fisheries are threatened: once a
waterway reaches a pH of 4.5, fish reproduction ceases.

Inthe northeastern United States and Canada, the acidity problem is compounded by
the runoff from acid snow. During winter, acid snow sits with little melting, so that by
spring thaw, the acid released is greatly concentrated. Aluminum and other heavy
metals normally present in soil are also released by acid rain and runoff. These
concentrated toxins leach into waterways, affecting fish in all stages of development.

<4—— Conclusion

Summary summarizes the
Acid rain develops from nitragen and sulfur oxides emitted by the burning of fossil process and
fuels. In the atmosphere, these oxides combine with ozone and water to form implicitly solicits

precipitation with a low pH. This acid precipitation returns to earth miles from its audience support

source, damaging waterways that lack natural buffering agents. The northeastern
United States and Canada are the most severely affected areas in North America.

STRATEGIES

for Descriptions

Take a look at the product or process. Study your subject. For a product descrip-
tion, get your hands on the item if you can; weigh it, measure it, take it apart. For
a process description, observe the process yourself, if possible.

» Analyze your audience. Determine your primary and secondary audiences.
Then ask yourself exactly what your audience needs to know: “What does it
look like?” “What are its parts?” “What does it do?” “How does it work?” or
“How does it happen?” Decide upon the appropriate level of technicality for your
audience.

» Analyze your purpose. Ask yourself why your audience needs your description.
» Maintain objectivity. Think in terms of visual (not emotional) details and spe-
cific language when describing location, measurements, weights, and dimensions.

» Be concise. Provide only what your audience needs.

» Include all necessary parts. Include a clear and limiting title, an orienting intro-
duction, the appropriate sequence of topics (spatial, functional, chronological—
or a combination), and a conclusion that brings readers full circle.

» Incorporate visuals. Enhance your verbal description using visuals, particularly
if the product or process is too complicated to describe only in words.
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CHAPTER 13 Descriptions

SPECIFICATIONS

Definition and Specifications (or “specs”) are a type of description used by professionals. Specifi-
importance of cations build on definitions and descriptions by asking the question  How is this

specifications . a o .
process or procedure performed according to regulations?” Airplanes, bridges,

= .o Analyze the Setof ~COMputer software, medical procedures, and nearly all modern products and

== i‘;‘:‘;‘:‘::;'n‘:':ljg processes are produced according to specifications. The minimum standards are
identified; then, the specific methods or materials for meeting those standards are
proposed, reviewed, and revised until they are approved. Specifications are vital
because they prescribe standards for consistency, quality, and safety.

Specifications help Specifications are important when everyone in your audience needs to under-

ensureconsistency™  ¢1and and ‘agree on what is to be done and how it is to be done. In other words,
specifications ensure consistency, helping prevent misunderstandings that may
lead to errors, slowdowns, or even lawsuits. For example, Figure 13.6 shows partial
specifications drawn up by an architect designing a medical clinic (these specs are
for the exterior of the building only; additional specs would be written for the
interior). These specifications help ensure that contractors, architects, landscapers,
and others have a consistent master plan regarding parts, materials, and designs
that everyone can interpret identically.

Specifications.help Specifications describe features such as methods for manufacturing, building,

UETLOG R or installing a product; materials and equipment used; and size, shape, and weight.
Professionals must therefore carefully consider the quality of the product they pro-
duce. They must ask themselves “Does this product exceed or at the very least meet
governmental standards?” “How do the standards compare with those of others in
the field?” and “How will our standards be perceived by our customers?” In the
medical clinic specifications (Figure 13.6) for example, the quality of materials
must not only meet government regulations but also the medical profession’s
requirements for quality. As a result, those specifications call for a reinforced foun-
dation, exterior, and roof; high-quality insulated windows; and a relaxing landscape
that will appeal to both highly stressed medical staff and patients.

Specifications help Perhaps most important, specifications are always written with public safety in

SREINHIEERE mind. For example, the U.S. Department of Energy (DOE) issues specifications
that prescribe minimum design requirements for the shipping containers (or
casks) used to transport (via rail or road) spent nuclear fuel to permanent storage
facilities. In the private sector, any product that fails to meet federal or industry
specifications may provide grounds for a lawsuit.

When injury or death results (as in a bridge collapse or an airline accident), a
product will be inspected to be sure it was designed and maintained according to
the appropriate specifications. If not, the contractor, manufacturer, or supplier
may be liable. The architectural specifications in Figure 13.6, for instance, must
meet government standards for building safety as well as the medical profession’s
standards for a building in which patient safety is paramount.
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Specifications 249

FIGURE 13.6
Specifications

- to ensure
Ruger, Fllstope, and Grant consistency,
Architects quality, and
safety

SPECIFICATIONS FOR THE POWNAL CLINIC BUILDING

Foundation
footings: 8" x 16" concrete {load-bearing capacity: 3,000 Ibs. per sqg.in.)
frost walls: 8"x 4" @ 3,000 psi
slab: 4" @ 3,000 psi, reinforced with wire mesh over vapor barrier

Exterior Walls
frame: eastern pine #2 timber frame with exterior partitions set inside posts
exterior partitions: 2" x 4" kiln-dried spruce setat 16" on center
sheathing: 1/4" exterior-grade plywood
siding: #1 red cedar with a 1/2" x 6' bevel
trim: finished pine boards ranging from 1"x 4" to 1" x 10"
painting: 2 coats of Clear Wood Finish on siding; trim primed and finished
with one coat of bone white, oil base paint

Roof System
framing: 2" x 12" kiln-dried spruce set at 24" on center
sheathing: 5/8" exterior-grade plywood
finish: 240 Celotex 20-year fiberglass shingles over #15 impregnated felt
roofing paper
flashing: copper

Windows
Anderson casement and fixed-over-awning models, with white exterior
cladding, insulating glass and screens, and wood interior frames

Landscape
driveway: gravel base, with 3" traprock surface
walks: timber defined, with traprock surface
cleared areas: to be rough graded and covered with wood chips
plantings: 10 assorted lawn plants along the road side of the building
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250 CHAPTER 13 Descriptions

Audience for Specifications may be written for a wide range of readers, including cus-

specifications tomers, designers, contractors, suppliers, engineers, programmers, and inspectors.
If your audience consists primarily of technical experts (such as architects) you
can use specialized language and brief explanations. But if your audience is mixed,
you may need to include more detail, or refer readers to other sources of informa-
tion, such as a glossary, appendix (see page 328), or Web site.

STRATEGTES

for Speciiications

» Analyze your audience. Determine who will be reading the specs.

» Know the minimum governmental and industry standards. If your product is
for specific customers, also consider the standards they will expect you to meet.

» Keep consistency, quality, and safety at the forefront. Specifications fulfill all
three purposes. Everyone-who reads the document needs to be “on the same
page” (consistency); the product you describe must meet minimal quality
requirements; and it must also meet safety requirements.

v

Use a standard format when applicable. If your organization uses a standard
format for specifications, follow that format:

v

Include a brief introduction or descriptive title:Include some kind of overview,
be it a one- or two-sentence introduction, a brief summary, or an abstract (see
Chapter 15 for more on summaries and abstracts). For an audience completely
familiar with the material, a clear and descriptive title will suffice:

v

List component parts or materials. List all the parts or materials your readers
will need to know about. Group items into categories if needed.

v

Refer to other documents or specs, as needed. Often one set of specifications will
refer to another set, or to government or industry standards. If your specifica=
tions are online, link to other specifications you refer to.

v

Use a consistent terminology. Use the same terms for the same parts or materials
throughout your specifications. If you refer to an “ergonomic adapter” in one sec-
tion, do not substitute “iMac mouse adapter” in a later section.

v

Include retrieval aids. Especially in longer specifications, some readers may be
interested in only one portion. For example, someone working on a subset of a
larger project may want to look up technical details for his or her part of the proj-
ect only. Use clear headings and a table of contents.

v

Keep it simple. People look at specifications because they want quick access to
items, parts, technical protocols, and so on. If you can, limit your specs to short
lists, using longer prose passages only as necessary.

» Check your use of technical terms. Use terms that are standard for the field.
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Specifications

CHECKLIST

for Descriptions and Specifications

PRODUCT OR PROCESS DESCRIPTIONS

[l Have I studied the product or process to get a clear view of how it looks or
what it does?

0 Have I'recorded the details of the product or process objectively?

[ 1 Have I written a clear purpose statement upon which to base
my description?

O Does the title promise exactly what the description delivers?

[1 Have I provided an introduction based on my purpose statement (and a
definition, if necessary)?

O Have I written the description using a spatial, functional, or chronological
sequence, or a combination of sequences?

[1 Are relationships among parts or stages clearly explained?
O Do visuals appear whenever they can provide clarification?
[] Have I provided a conclusion to bring readers full circle?

O Is the use of technical terminology appropriate for this audience?

SPECIFICATIONS
O Are the specifications appropriately detailed for the audience?

O Do the specifications meet the requirements for consistency, quality,
and safety?

[1 Do the specifications adhere to prescribed standards?

O Do the specifications follow a standard format, if applicable?
0 Have I included a brief introduction or descriptive title?

[ Have I listed the component parts or materials?

[J Are other specifications or documents referred to, if needed?
O Is my terminology consistent?

[1 Are the specifications easy to navigate, with clear headings and
other retrieval aids?

[0 Do I provide short lists instead of long prose passages wherever possible?
[J Are technical terms standard for the field?
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CHAPTER 13 Descriptions

APPLICATIONS

GENERAL APPLICATIONS

1. Choose a product requiring a description. Identify the audience and purpose,
and prepare a description for this audience’s level of technical understanding.
As you prepare your description, refer to the Strategies on page 247. Be sure to
include a clear and limiting title; an orienting introduction; a spatial, functional,
or chronological sequence of topics; at least one visual; and a conclusion. Also
remain as objective as possible.

2. Select a specialized process that you understand well and that has several distinct
steps. Begin by analyzing your audience and purpose. Using the process descrip-
tion on page 245-as a model, explain this process to classmates who are unfamiliar
with it.

3. The bumper-jack description in this chapter is aimed toward a general audience.
Evaluate its effectiveness for this audience. In one or two paragraphs, discuss your
evaluation and suggest revisions.

4. How do specifications function in your werkplace or home? Find one example of
specifications used in your home or workplace and analyze it in terms of its usabil-
ity. Are the specifications written for consistency, quality, and safety? How? What
could the writers have done to improve the usability of this document?

TEAM APPLICATIONS

1. Divide into groups. Assume your group works in the product development divi-
sion of a diversified manufacturing company. Your division has just thought of an
idea for an inexpensive consumer item with a potentially vast market (choose a
simple mechanism, such as nail clippers or a stapler). Your group’s assignment is to
prepare three descriptions of this invention:

a. one for company executives who will decide whether to produce and market
the item

b. one for the engineers, machinists, and so on, who will design and manufacture
the item

¢. one for the customers who might purchase and use the item

Before writing for each audience, complete an Audience and Purpose Profile sheet
(page 53). Appoint a group manager, who will assign tasks to members (visuals,
typing, etc.). When the descriptions are prepared, the group manager will appoint
one member to present the documents and explain their differences in class.

2. Select a specialized process you understand well or which you can learn about

quickly by searching the Web (e.g., how gum disease develops, how an earthquake
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occurs, how steel is made, how a computer compiles and executes a program).
Write a brief description of the process, incorporating at least one visual.
Exchange your description with a classmate. Study your classmate’s description
for 15 minutes and then write the description in your own words. Now, evaluate
your classmate’s version of your original description. Does it show that your
description was understood? If not, why not? Discuss your conclusions in a
memo. to your instructor, submitted with all samples. Be sure to document your
information sources.

3. Assume your group is an architectural firm designing buildings at your college.
Develop a set of specifications for duplicating the interior of the classroom in
which this course is held. Focus only on materials, dimensions, and equipment
(whiteboard, desk, etc.), and use visuals as appropriate. Your audience includes the
firm that will construct the classroom, teachers, and school administrators. Use the
same format as in Figure 13.6, or design a better one. Appoint one member to
present the completed specifications in class. Compare versions from each group
for accuracy and clarity.

GLOBAL APPLICATION

Descriptions, especially those for nonspecialized or nontechnical audiences, are
often written by comparing the item being described to an item that is already
familiar to readers. For instance, the human heart is often described asa pump and
compared to a pump people already know about (the pump on a swimming pool
or a car’s water pump). While descriptions based on these types of comparisons
can be useful, they can also be problematic if your readers are from different coun-
tries and cultures. For instance, if you describe the human heart in relation to the
pump on a swimming pool, people from countries or parts of the U.S. that don't
have pools would not be able to understand the comparison. Working with 2-3
other students, pick an item for which you'd like to write a description that will be
distributed both within the U.S. and to at least one other country. Discuss whether
or not to use a comparison and how you would decide which comparisons to use.

COMPUTER/WEB-BASED APPLICATION

Use the Internet to search for a description of a product or process that is related
to your field of study. Look for places where the description might be confusing
for general readers, and rewrite the description for their understanding.

PEARSON I“ For additional technical writing resources that will help you master the chapter objectives,
th go to www.mytechcommlab.com.
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Instructions and Procedures

LET’S GET STARTED
Instructions

Oﬂost everyone writes instructions. Think about the last time someone asked

et off at Exit 12. Turn left. Go about 1/2 mile. .. ). Before reading
the material i 9 pter, write instructions that tell a new student how to get
from your clas e student union (or to a good pizza place, or similar).
Questions to ask about th ructiens you wrote as you review the material in
this chapter:

v

Did T provide enough of an mtrodu (LS)

v

Are steps listed in order?

v

Are the steps visually easy to follow? @

» Am I using imperative verb forms? Gf S

» Am [ providing enough detail, or too much? O

At the end of this chapter, review your initial Let’s Get Started instructio

your instructor or with a group of students to see how much you might cha
or modify the instructions based on what you have learned from the chapter. OC?
IQ o »

series of tasks  Definition of
or example, installing printer software on your hard drive or operating an instructions

electron microscope). The audience for a set of instructions might be someone Wateh the Video

who doesn’t know how to perform the task or someone who has performed the on Creating a

N . . Set of Instructions
task but can’t remember how or wants to perform it more effectively. In any case, a4 mytechcommiab
well-written and carefully designed instructions enable users to get the job done

safely and efficiently.

Definition
of procedures

group coordinate their activities when performing a task. More so than instruc-
tions, procedures may need to be reviewed and approved by an official body of
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CHAPTER 14 Instructions and Procedures

some sort. For example, official surgical procedures may need to be approved
by a hospital’s safety and ethics board.

Formats of
instructions
and procedures

instructions that come

based on the people who will be using the material and the environment where the
material will be used. For example, instructions for connecting a battery charger to
your car’s battery should not be provided on a CD, since most people will not have
a laptop computer handy while performing this task. Instead, these instructions
should be printed directly on the charger itself, with a longer brochure (containing
safety information) included in the box.

This chapter will first explore various aspects of instructions, followed
by procedures.

AUDIENCE AND PURPOSE OF INSTRUCTIONS

Audience
considerations

Wwhno have done a simuar

ch as consumers
who are trying to assemble a new stereo cabinet or use a new Bluetooth headset,

au!lence !SDHIE EXPeI’leHCB! users, some new USBI'S!, you Wl" nee! d Iayere!

approach, offering a “quick start up” document for those in the know and a more
c

s not speak English as a first language,
might use your instructions. Therefore, write in a straightforward style with plenty

Purpose

€ purpose of instructions
considerations :

the followin

quickly (as when people are trying to assemble a new stereo cabinet and don’t want to
take all day), or to complete the task incrementally and over a longer period (as when
people are using a kit to test for radon in their homes).

@YPESJOF INSTRUCTIONAL FORMATS

As discussed above, instructions and procedures alike come in many formats. The
_)
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Instructional brochures can

otherwise distributed to a broad audience
which helps increase the audience appea
nstructional brochure. Notice its user-friendly design:
illustration at the top, which immediately catch

N o

reinforce each-main section (“Clean,
section also begins with an action verb, includes a brief introduction, and uses bul-

Types of Instructional Formats

» @

Separate,’

. Figure 14.1 shows an

Features of effective
instructional
brochures

Explore the Concept

with the Case Study
on Pictorial and Textual
Instructions at
mytechcommlab

ear visuals
. Each main

leted lists (which also use action verbs) to break up the text into easy-to-digest
chunks. Finally, a Web address at the end points readers to further information.

BAC (foodborne bacteria) could make you and
those you care about sick. In fact, even though you can't
see BAC—or smell him, or feel him—he and millions
more like him may have already invaded the food you
eat. But you have the power to Fight BAC!®.

Foodborne iliness can strike anyone, Some people are at
a higher risk for developing foodborne illness, including
pregnant women, young children, older adults and peo-
ple with weakened immune systems. For these people
the following four simple steps are critically important:

CLEAN: Wash hands and surfaces often

Bacteria can be spread throughout the
kitchen and get onto hands, cutting boards,
) utensils, counter tops and food. To Fight
BAC!®, always:

® Wash your hands with warm water and soap for at
least 20 seconds before and after handling food and
after using the bathroom, changing diapers and han-
dling pets.

® Wash your cutting boards, dishes, utensils and counter
tops with hot soapy water after preparing each food
item and befere you go on to the next food.

= Consider using paper towels to clean up kitchen sur-
faces. If you use cloth towels wash them often in the
hot cycle of your washing machine

® Rinse fresh fruits and vegetables under running tap
water, including those with skins and rinds that are
not eaten,

® Rub firm-skin fruits and vegetables under running tap
water or scrub with a clean vegetable brush while
rinsing with running tap water,

SEPARATE: Don't cross-contaminate

Crosseontamination i how bacteria can be
spread. When handling raw meat, poultry,
seafood and eggs, keep@hgse foods and
their juices away from ready-to-eat foods. Always start
with a clean scene—wash hands with wagifi'water and
soap, and wash cutting boards, dishes, couritértags and:
utensils with hot water and soap.

= Separate raw meat, poultry, seafood and eggs from
other foods in your grocery shopping cart, grocery
bags and in your refrigerator.

= Use one cutting board for fresh produce and a sepa-
rate one for raw meat, poultry and seafood.

= Never place cooked food on a plate that previously
held raw meat, poultry, seafood or eggs.

COOK: Cook to safe temperatures

Food is safely cooked when it reaches a high
enough internal temperature to kill the
harmful bacteria that cause iliness. Refer to
the chart on the back of this brochure for the proper
internal temperatures.

= Use a food thermometer to measure the internal tem-
perature of cooked foods. Make sure that meat, poultry,
egg dishes, casseroles and other foods are cooked to
the internal temperature shown in the chart on the
back of this brachure.

= Cook ground meat or ground poultry until it reaches a
safe internal temperature. Color is not a reliable indica-
tor of doneness.

® Cook eggs until the yolk and white are firm, Only use
recipes in which eggs are cooked or heated thoroughly.

= When cooking in a microwave oven, cover food, stir and
rotate for even cooking. Food is done when it reaches

the safe internal temperature as measured with a food
thermometer.

= Bring sauces, soups and gravy to a boil when reheating.
~ CHILL: Refrigerate promptly
I Refrigerate foods quickly because cold
temperatures slow the growth of harmful
bacteria. Do not over-stuff the refrigerator.
Cold air must circulate to help keep food safe. Keeping a
constant refrigerator temperature of 40°F or below is
‘one of the mosteifective ways to reduce the risk of
foodbarne iliness. Use an appliance thermometer to be
sure the temperaturesis cansistently 40°F or below. The
freezer temperature should,be 0°F or below.

= Refrigerate or freeze meat, poultry, eggs and other
perishables as soon as Yol gét tham home from the
store,

® Never let raw meat, poultry, eggs, tooked food or cut
fresh fruits or vegetables sit at room temiperatures
more than two hours before putting them in the refrig-
erator or freezer (one hour when the temperatures
abave 90°F).

® Never defrost food at room temperature. Food must
be kept at a safe temperature during thawing. There
are three safe ways to defrost food: in the refrigerator,
in cold water, and in the microwave. Food thawed in
cold water or in the microwave should be cooked
immediately.

® Always marinate food in the refrigerator.

® Divide large amounts of leftovers into shallow con-
tainers for quicker cooling in the refrigerator.

® Use or discard refrigerated food on a regular basis.
Check USDA cold storage information at
www.fightbac.org for optimum storage times.

FIGURE 14.1 An instructional brochure
Source: “Four Simple Steps to Food Safety” from Fight BAC! Copyright © 2011 by the Partnership for Food Safety

Education. Reprinted with permission.
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CHAPTER 14 Instructions and Procedures

User manuals tend to be th

Features of effective
user manuals

mation the reader is likely to need. For complex products (for example, a spread-
sheet program), the user manual can be a sizable book. Given the cost of printing
and distributing such a large book and keeping print material current, companies
are increasingly providing smaller (“Getting Started”) manuals that contain the
basic operating tips and then placing the more lengthy information on a Web site.
In some cases (for legal or other reasons), full-scale user manuals are still being
produced, but the trend is toward smaller documents.

Figure 14.2 illustrates an overview and table of contents for a photocopier user
manual. Although most people will gravitate directly to the section on making copies,
the other sections are-available for reference in case of special needs (two-sided copies)
or problems (misfeed removal). Note how this manual provides basic information
first, followed by more technical information, with specifications at the very end.

FIGURE 14.2

An overview and
INTRODUCTION \> Lo
table of contents
Welcome to the world of compact copying on the Z-85ll ~———e Qverview
from a user Copier. The Sharp Z-85l1 has been designed for greater introduces the
manual copying versatility while occupying a minimum amount of d dli .
space and featuring intuitive operating ease. Special features pro _uct and lists its
include special features

+ One enlargement and two reduction ratios

+ Stationary Platen

* Auto start mode

+ Two-way paper feed

+ Automatic exposure control

+ Color copying

To get full use of all Copier features, be sure to familiarize
yourself with this Manual and the Copier. For quick reference
during Copier use, keep the Manual in a handy location.

CONTENTS .
age
“UNPACKING .. ....cuvueeuienwnnaes.. 2 4= Table of contents
« AWORD ON COPIER INSTALLATION .. ....... 3
SCAUTIONS & v it et i e i e e ienaas 3 ;efer-‘?-usterito
SSETUP o v vee e iiee e, b pecitic tasks
“MAKINGCOPIES . . ... ...'v'vuueeueean. B
« SPECIAL PAPERS (MANUAL BY-PASS FEED) . . . . .. 8
«TWO-SIDEDCOPYING + v s v v v v v v nnnnnnss 9
SCOLORCOPYING .. uvwsseevnnnnsnnal0
«BELOADINGCOPYPAPER ... ..vevuuosn !l
B MISFEEDREMOVAL - oo veeeeeee s 12
+ % TD CARTRIDGE REPLACEMENT . .. ..... 13
«@DRUM CARTRIDGE REPLACEMENT . . ... ... i
*USERMAINTENANCE . . ... ............]15
*COPIERTROUBLE? oo i eiiveeeneuea.. 1B
«MOVING INSTRUCTIONS  « v v v v v e weee e s 18
« SUPPLIES AND ACCESSORIES PART NUMBERS . . . 18
“SPECIFICATIONS  + v v v v v v v nnnnennnns 19
1]

Source: Introduction and Table of Contents from the Sharp Compact Copier Operation Manual.
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Types of Instructional Formats

Quick Reference Materials

Quick reference materials are a fo
1

instructions focus on the basic steps for users who only want enough information
to-perform a specific task rapidly and continue on with their work.,

Figure 14.3 shows a quick reference Web page for performing basic Internet
Explorer tasks using keyboard commands. Notice how it is organized into logical
categories so that users can find what they need quickly, how it uses action verbs to
describe each task across concisely, and how the layout (two columns, alternating
white and color rows, plenty of white space) is easy to navigate.

Features of effective
quick reference
materials

g e FIGURE 14.3

,B A quick-reference
| £7 Windows B % Web page (partial

= view)

Home Products Buy Downloads Help and How-to

Windows Internet Explorer

a4 . -
Overview The features Get it now L. / F_ 0
Shortcuts
General Tab shortcuts O I\L

Turn Full Screen Mode on or off F11 Open hnk in new background Middie mouse button F o
tab or CTRL#left mouse LS
Cycle through the Address Bar, TAB button
Refresh button, Search Box, and items
on & web page Open link in new foreground CTRL4+SHIFT#left ‘
. tab mouse button or
find a word or phrase on & page CTRL+F CTRLSSHIFTsmiddle

mouse button

Open the current webpage in a new  CTRL+N
ot Close tab (deoses window if Middle mouse button

wi

only cne tab i open) on the tab or
Print the page CTRL+P ETRLON
Select al tems on the page CTRL+A Oiak This i cTRLeq
oo ia CARLimLIS Open new tab. CTRLST
T i e View it of open tabs CTRLASHIFT+Q
Zoom to 100% CTRL+0 A= CTRLATAR
Switch to previous tab CTRL+SHIFT4TAS
Mavigation shortcuts
Go to home page ALT+HOME Address Bar shortcuts
g i T WINDOWS LIVE
backw
Salact the Address Bar ALT+D PHOTO GALLERY
% AT Add "hito:/feww.” 0 the CTAL+ENTER g X v
Refresh page s begnning and ".com" to the
end of text in Address Bar
Refrash page and the cache CTRL4FS
Add "hitp://www.” to the CTRL+SHIFT+ENTER
Stop downloading page ESC begmnning and the website
address suffix you have
specified to the end of text in
Favorites Center shortcuts e
Open the website address that  ALT+ENTER
Open Favorites CTRLHL is typed in the Addrass Bar in
Open Favorites in pinnad mode CTRL+SHIFT+1 Loy
View list of previously typed F4
Organize Favorites CTRLE addreces
Add current page to Favorites CTRL+D
Open Feads CTRL4) Instant Search Box
Open Feeds in pinned mode CTRL4SHIFT+)
i Select the Instant Search Box CTRLHE
Open History CTRL+H
s L 0
Open Higtory in pinned mode CTRL+SHIFT+H B ot of mee B i
Open search results in new tab ALT+ENTER

Source: Microsoft praduct sereensghol reprinted, withopermission from Micrasaft Corperation. 311,014 Use bevond the authorized user or

valid subscrption date represents a copynght violation


amsha
Highlight

amsha
Highlight

amsha
Highlight


CHAPTER 14 Instructions and Procedures

hyperlinked

instructions

current by easily updating as needed.
Figure 14.4 shows hyperlinked instructions. This Web page contains the main

instructions, but readers can learn more about a particular portion of the main

instructions by clicking on the hyperlink (e.g., “eligibility requirements”).

ENERGY STAR'

L.’\“. !HUJ"IF‘JEI\'I'M LEADERSHIP ADDS VALUE TO
(vOUR BOTTOM LINE AND CORPORATE PEPUTATID\I

HOME BUSINESS PARTNER
IMPROVEMENT NEW HOMES IMP‘ROVEMENT RESOURCES

Guidelings for Home > Business Improvement > Assess BuildingParformagce > Apply for ther ENERGY STAR for Your >-<lh'spana
E z st >@< print view
= __ APPLY for the ENERGY STAR for Your Buildings

Buildings achieving a rating of 75 or higher and professionally verified to meet current indoor environment standards are
eligible to apply or the ENERGY STAR. Display thie*ENEGY STAR piaque to convey superior performance to tenants,
customers, and employees. Highlighting the ENERGY STAR quatiied buildings in your portfolio sends a positive message
o lenders, appraisers, owners, investors, and potential tenanis or ¢ustomers.
Use Portfolio Manager to rate the performance of all your buildings'and find ENERGY STAR candidates.
How to Apply for the ENERGY STAR Label
Follow the six steps below to qualify your building as ENERGY STAR.

1. Determine if the building meets the eligibility requirements.
. Logon to Portfolio Manager and enter the required energy and building information.

L' e if the building acheives a rating of 75 or above.

Fo -

. Determine oif the building meets industry standards for comfort and indoor air quality. A Professional Engineef must
vnﬂfyhnS!mummMEmmPoﬁmmm(W .mbo-odwldlgmd)mmdhhmoruwimnm
criteria requirements have been met. This F g must be i d or have reciprocity rights to
mhnmmmmowwuw by the Federal

it may any building mhms&mﬂﬂmalhﬂmmumwwwm
Fudml G and to the Federal government, however, are not covered by the
mnpion.

5. Read and undk d the ENERGY STAR Identity Guidelines.

6. Mail the signed Letter of Agreement B](sample) advertised Statement of Energy F to EPA (p
Mﬂinﬂodmolllnllstmuwmwmpﬂmumduh]Plnncmhunomdnll..uﬂurﬁmmtwilh
provided in Portfolio Manager. Do not mail to EPA a Letter of A that displays a that reads
SAMPLE.

FIGURE 14.4 Hypertlinked instructions

Source: U.S. Environmental Protection Agency.

Computer instructions ar

Features of effective
computer instructions

the 1mnstructions within

v g Microso ord or WordPerfect and
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Ethical and Legal Implications

n’t remember how to create a table of contents or make a word italic or bold, you
imply type your question into the “help” box to access the instructions.

Just like instructions in a printed book, computer instructions (as in Figure
14.5) usually offer an index you can use to look up a topic. Notice how the
instructions in Figure 14.5 pop up on the screen without totally obscuring the
document, allowing users to read the instructions and view part of the document

at the same time.

&

| The Work of Prepositions.doc

r & A"

N

000

Ll ,‘Jl.l.: Ll

Microsoft Office Help

A & search

.cuntents “, Index 1| Glossary —g

mml-hmldh\emml‘mmmmrl’

B. Location in time

J| > Start Using Word
> Set Up Word
= ¥ Add
= Prepositions are small words thatsignz ~®  New Documents
usually the location of onc nounfn spa ‘b Graphics and
- has many prepesitions and Obijects
" stages, English was a crossroads langu o
languages including Germanic and Roj Bogders, Lt and
, Shading
] A. Location in space P Tables:
L] P Charts
~
] P Templates and
Fom Topece —mo dmemion 3. Wizards
P Add-ins
|- »  Hyperlinks
o +
] Tnesurfaces = T or 2 dimensions © Movies
»  Change
] P Create
5 onmmervolumes = Zor 3 dimen > Format
3 > »  Graphics
» Tables and Charts
> Print

# Collaborate with Others

Take Notes
Security

Advanced Features
Troubleshoot

Welcome to Microsoft Word
Help

You can use these resources to find out
what's new in Word 2004, get technical
support, and learn how to take advantage of
the full power of Word.

®.Learn how to use the Help viewer

\
\3 What's New Learn about improvements
and innovative features introduced in Word
2004.

_ Read Me Get late-breakinginformation
about recent changes in Word 2004,

- i ing Mi ft Office Re3d
this Portable Document Format (PDF) book,
which describes the programs included in
Microsoft Office 2004 and explains how to
use them both individually and as a suite.
-

Sample Documents Examine
documents that show you what you can
accomplish by using Word 2004, and learn
exactly how to create them.

* Brochure
Below are four roles that prepositions | e Elyer .
+ Letterhead =
Work of Preposition 7 iliiges 3
1. They precede nouns v Acal * Report 2
Gar¢ L
become a good worker in | noun that ws it - does the | 3

[ Page 1 Secl 172 At 1* Ln 1

Col 1

4/375

OREC |OTRK | OEXT | OOVR

FIGURE 14.5 Computer instructions

Source: Microsoft product screen shot reprinted with permission from Microsoft Corporation.

ETHICAL AND LEGAL IMPLICATIONS
nstructional documents carry profound ethical and legal obligations on the part of

those who prepare them. Among all technical documents, therefore, instructions
involve the strictest requirements for accurate information in an accessible format.
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262 CHAPTER 14 Instructions and Procedures

Ethical implications Countless injuries result from misuse of products such as power tools, car
ofinstructions jacks, or household cleaners. This type of misuse is often caused by defective
instructions.

of

Legal implications
of migfcipas can sue the writer as well as the manufacturer. ave ruled that a writing
defect in product support literature carries the same type of liability as a design or
manufacturing defect in the product itself (Girill 37). Some of the legal liabilities

resulting from faulty instructions include

¢ Failure to instruct and caution users about the proper use of a product: for
example, a household cleaning product that should not be mixed with other
products

* Failure to warnagainst hazards from proper use of a product: for example, the
risk of cutting one’s fingers on a vegetable slicer

¢ Failure to warn against the possible misuses of a product: for example, the
danger of improperly installing a child safety seat

Explore the Concept

with the Case Study
aon Writing Instructions
at mytechcommlab

Title

Be sure your title provides a clear and exact preview of the required task. For

example, the title “Instructions for Cleaning the Drive Head of a Laptop Com-

Explore the Concept  PULET” tells people what to expect: instructions for a specifnc procedure involving

with the Activity on one selected part. But the title “The Laptop Computer” gives no such forecast; a
Writing Instructions

at mytechcommlab document with a general title like this might contain a history of the laptop, a
description of each part, or a wide range of related information.

Overview or Introduction

Explain the purpose of the instructions and describe what they cover. You don’t
want to bury users in an overly long overview/introduction, nor do you want to set
them loose without adequate preparation. Know your audience—what they need
and don’t need. For example, you might begin with a short paragraph:

These instructions provide complete information for the use of the
lab’s electron microscope. The first section explains the set-up steps,
and the second section describes how to create a slide and view it with
the microscope.
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Elements of Effective Instructions

Body

—ld substep in the correct order. Insert notes, cautions,
warnings, dangers, and visuals as needed (see below for more on these elements).
Begin each step with a definition or a purpose statement, as appropriate. Users

who understand the reasons for a step will do a better job. Segment the steps with
a numbered list. Begin each substep of a complex process on a new line.

Conclusion

The conclusion of a set of instructions might summarize the main steps of the
task, describe the results users should experience, offer follow-up advice,
or provide troubleshooting tips. You might do all of these things in the conclusion
—or none of them. If the body section has given users all they need, omit the
conclusion altogether.

Visuals

Visuals in instructions play a vital role: They show what to do, attract the reader’s
attention, and help keep words to a minimum. (For more, see Chapter 9.) Visuals
can illustrate any step that might be hard for people to picture. For instance,
describing in words how to locate something is a lot less effective than simply
showing the location with a drawing or photograph. Visuals can also help tell the
whole story—offer users the “big picture”—in one glance, something that would
be far less effective using words only. Figure 14.6 enables users to visualize a task.
Figure 14.7 shows users the complete process at a glance.

] FIGURE 14.6
Iy A visual that
=TllIE illustrates a task
Hold the (how to apply
Ses;_l all caulking weatherstrip
ixed gun at a Ikin
joints of —— = 45° angle. cau g)
window
casing.
Seal
baseboards
— and quarter-
round
mouldings.

Source: From U.S. Department of Energy
<www.nrel.gov/docs/fy010sti/28039.pdf>.
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FIGURE 14.7

A visual that
shows the full
picture (how to
build a boulder
wall) in one
glance

When to use notes

When to use
cautions

When to use
warnings

When to use a
danger notice
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Boulders should all be approximately
the same size: 6"-12" or 12"-18"

or 18"-24" diameters. Maximize contact

between boulders

25%
setback
s0il line

Put largest boulders

Keep spaces as
on bottom.

small as possible

Source: From University of Michigan Sustainable Urban Landscape Information Series
website, <www.sustland.umn.edu>. Copyright © 2006 by University of Minnesota
Extension. Reprinted with- permission.

Notes provide additional information, while cautions, warnings, and
danger notices prevent damage, injury, or even death. Use these items only
when needed. Overuse will dull their effect, and readers may overlook their
importance.

A.e -emphasizes vital information, or describes options or

alternatives. For example:

NQOTE: If you don't name a newly initialized disk, the computer
automatically names it “Untitled.”

Notes are designed to enhance performance and prevent errors; cautions, warn-
ings, and danger notices are

‘ prevent possibl
damage. For example:

CAUTION: A momentary electrical surge or power failure will erase the
contents of internal memory.To avoid losing your work, every few
minutes save on a backup file what you have just typed into the computer.

.s alert users to potentia—r instance:

WARNING: To prevent electrical shock, always disconnect your printer
from its power source before cleaning internal parts.

OSGERics ety HCHAEHGATATOTHEE IS o oyl

DANGER:The red canister contains DEADLY radioactive material.
Do not break the safety seal under any circumstances.

valid subscrption date represents a copynght violation
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Content, Style, and Design Considerations

When you include cautions, warnings, or danger notices, be sure to provide the appropri-
ate visual symbol or icon to indicate these conditions, as in Figure 14.8.

FIGURE 14.8
Caution, warning,
/M?\f\ and danger
\&1 1/ symbols
Warning Do not enter Radioactivity Fire danger

CONTENT, STYLE,_AND
DESIGN CONSIDERATIONS

In addition to including all the necessary elements in a set of instructions, you also ~ =__ Analyze the

need to decide about matters of content,style, and design. " mﬁuﬂ;‘;’:ﬂab

Detail and Technicality

_l about the product or task(s) trovide an adequate

level of detail and
technicality

s already know.

Unless you learn that your audience has the relevant background and skills,
write for more general readers. For example, if you are writing instructions for
providing first aid to a victim of electrical shock, you might write the following

for an audience with extensive medical background:
Instructions for a

FIRST AID FOR ELECTRICAL SHOCK technical atldigficg
1. Check vital signs.
2. Establish an airway.
3. Administer CPR as needed.
4. Treat for medical shock.
But for an inexperienced audience, not only will the above details be inadequate, but
also terms such as “vital signs” and “CPR” will be too technical. Such instructions

posted for workers in a high-voltage area who are not medically trained would be use-
less. lustrations and explanations would be needed, as demonstrated in Figure 14.9.

Style Write with

Instruction pon first reading because @ readable style
people usually ta n. Follow the Strategies on p. 266.
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266 CHAPTER 14 Instructions and Procedures

FIGURE 14.9
Adequate detail
and technicality
for a general
audience

Methods of Cardiopulmonary Resuscitation (CPR)
Mouth-to-Mouth Breathing

Step 1: If there are no signs of breathing or there is no significant pulse, place
one hand under the victim’s neck and gently lift. At the same time, push with
the other hand on the victim's forehead. This will move the tongue away from
the back of the throat to open the airway. If available, a plastic “stoma,” or
oropharyngeal airway device, should be inserted now.

Step 2: While maintaining the backward head tilt position, place your cheek
and ear close to the victim's mouth and nose. Look for the chest to rise and
fall while you listen and feel for breathing. Check for about 5 seconds.

Step 3: Next, while maintaining the backward head filt, pinch the victim’'s nose
with the hand that is on the victim'’s forehead to prevent leakage of air, open
your mouth wide, take a deep breath, seal your mouth around the victim'’s
mouth, and blow into-the victim’s mouth with four quick but full breaths. For an
infant, give gentle puffs and blow through the mouth and nose and do not tilt
the head back as far as for.an adult.

If you do not get an air exchange when you blow, it may help to reposition the
head and try again.

If there is still no breathing, give one breath every 5 seconds for an adult and
one gentle puff every 3 seconds for an-infant until breathing resumes.

If the victim’s chest fails to expand, the problem may be an airway
obstruction. Mouth-to-mouth respiration should be interrupted briefly to apply
first aid for choking.

Step 1 Step 3

Source: "Methods of Cardiopulmonary Resuscitation” (CPR) from New York Public Library
Desk Reference, 3rd ed., Copyright © 1998 by the New York Public Library. Reprinted with
permission.

STRATEGIES

Achieving Readability

. » Use direct address, active voice, and imperative mood. To emphasize the reader’s
role, write in the second person, as direct address. Begin all steps and substeps with

action verbs, certain cases, you may
want to provide a clarifying word or phrase that precedes the verb:

-»>
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Content, Style, and Design Considerations

STRATEGIES continued

Say this Not this

Insert the disk. or [To run You should insert the disk.
the program,] insert the disk.

Key in your access code. or[To The user keys in her access code.
log on,} key in your access code.

Plug in the power cord. or [When The power cord is plugged in.
you are ready to power up,]
plug in the power cord.

» Use short and logically shaped sentences. Use short sentences—one sentence for
each step—so that readers can perform one step at a time. If a single step covers
two related actions, describe these actions in their required sequence:

| Before switching on the computer, insert the CD in the drive.
OR
| Insert the CD in the drive. Then switch on the computer.

Use parallel phrasing. Parallelism is especially important in instructions because
the repeating grammatical forms emphasize the step-by-step organization. Notice
how all the sentences below are structured identically:

To log on to the VAX 380, follow these steps:

1. Switch the terminal to “on.”

2. Press the CONTROL key and the C key simultaneously.

3.Type “logon” and then press the ESCAPE key.

4, Type your user name, and then press the ESCAPE key.

. Use affirmative phrasing. Negative phrasing is harder to understand.

Say this Not this

Examine your disk for dust Verify that your disk is not
contamination. contaminated with dust.

» Use transitions to mark time and sequence. Transitional expressions provide a
bridge between related ideas. Some transitions (“first,” “next,” “meanwhile,” “finally,”
“after,” “then”) mark time and sequence and are therefore especially useful in

instructions, emphasizing their step-by-step nature:

First, plug in the power cord, and then turn on the printer.
After the printer warms up, insert the paper in the paper slot.
Finally, hit the “print” button.
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CHAPTER 14 Instructions and Procedures

Design

Instructions rarely receive undivided attention. The reader, in fact, is doing two
activities more or less at once: interpreting the instructions and performing the
required task.

An effective instructional design conveys the sense that the task is within a
qualified user’s range of abilities. Therefore, design your instructions so that users
can leave and return to the document as needed and easily find their place.

STRATECT!
for Creating an Accessible Design

Use informative headings. Clear headings tell readers what to expect, empha-
size what is most important and provide cues for navigation. A heading such as
“How to Initialize Your Compact Disk” is more informative than “Compact Disk
Initializing.”

» Arrange all steps in a numbered list. Unless the procedure consists of simple
steps, list and number each step. Numbered steps not only announce the
sequence of required actions, but alse help users remember where they left off.

» Separate each step visually. Single-space within steps and double-space
between.

» Make cautions, warnings, and danger notices highly visible., Use ruled boxes or
highlighting and plenty of white space to make these items stand out. Also, include
symbols if possible; if not, use bold text and capital letters for emphasis.

» Make visual and verbal information redundant. Let the visual repeat, restate, or
reinforce the prose, rather than provide entirely new information.

» Place visuals and prose steps that are connected close together. If room allows,
place a visual that goes with a step right beside the step; if not, right after the step.
Set off the visual with plenty of white space.

» Keep the design simple and easy to navigate. Readers may be overwhelmed by
an excessively complex or inconsistent design.
» For lengthy instructions, consider a layered approach. In a complex manual,

for instance, you might add a “Quick-Use Guide” for getting started or a table of
contents with page references to more detailed and technical information.

Figure 14.10 shows instructions that have been prepared for general readers who
need to make a common home repair.
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Content, Style, and Design Considerations 269

FIGURE 14.10

1 A complete set
of instructions
HOW TO REPLACE A WORN FAUCET WASHER <4—— Clear title
announces the

Introduction document’s exact
A leaking faucet, caused by a worn washer, can lose up to fifteen gallons of water per purpose
day. This loss can resultin a higher water bill, overuse of the septic system and well <“—— Introduction
pump, an increase in your hot-water bill, and rust or chlorine deposits in your sink provides
basin. These instructions detail how to replace the washer. No special knowledge or appropriate detail

. for first-time users
skills are necessary.

Overview 4—— Brief overall
cap description and
handle principle of
packing nut operation
packing washer

The typical faucet consists of a round
knob or a handle (Figure 1) whieh, when
turned, causes the stem to screw dawn
until the washer sits snugly over the
seat. With the washer in place, the flow
of water is stopped. A worn washer
loses the abhility to form a tight seal,
causing a leak or drip to develop.

stem

faucet washer
washer screw

water source 4——= Visual reinforces

Replacing the worn washer eliminates the prose
the leak. Figure 1. Typical faucet in exploded view
Equipment and Material Needed «—— Required items are

* pliers listed
= regular or Phillips {(crossed head) screwdriver

* new washer of same size and shape as worn washer
= valve for shutting off water supply

i . . 4——= Note-.and caution
Note and Caution These instructions only apply to faucets that have washers. alert Jeo® Phidre

Avoid using any excessive force on the threaded parts, because they are made of they take action
soft metal and could easily strip.

INSTRUCTIONS 4—— The body section
rovides step-by-
1. Shut off the water supply. Look under the sink or fixture for the shutoff valve. If you step guidancqa v

are unable to find a valve in this location, use the main shutoff valve located in the
basement or beneath the house. The water pipe (one-half to one inch in diameter)
usually originates from an inside cellar wall. Locate the shutoff valve by following the
pipe from the wall to an attached valve, usually within a few feet of the wall (Figure 2).
Turn this valve fully clockwise. With your water supply shut off, you can take the
faucet apart.
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270 CHAPTER 14 Instructions and Procedures

FIGURE 14.10
(Continued) 2

—_— ~— ToRest
Cellar Wall of House

L]
I

Shut-off Valve

Figure 2. Location of main shut-off valve

2. Disassemble the faucet. Before removing the handle, open the faucet to allow
remaining water.inthe pipe to escape. Using your screwdriver, remove the screw on
top of the handle. If a.cap covers the screw, pry it off (Figure 1). Remove the handle.

Next, remove the packing nut, using pliers to turn the nut counter-clockwise. The flat
circular nut washer can now be lifted from the faucet base. With packing nut and
washer removed, screw the stem out of the base by turning the faucet in the "open”
direction. Lift the stem out of the base and proceed to step 3.

3. Replace the worn washer. Using your screwdriver, remove the screw holding the
washer at the base of the stem (Figure 1). Remove the worn washer and replace it with
a new one of the same size, using the washer screw to hold itin place. (Washers of
various sizes can be purchased at any hardware store.} If the washer screw is worn,
replace it. When the new washer is fixed in place, proceed to step 4.

4. Reassemble the faucet. To reassemble your faucet, reverse the sequence
Caution «——» described in step 2. Caution: Do not avertighten the packing nut!

precedes step
Using pliers, screw the stem into the base until it ceases to turn. Next, place the
packing washer and nut over the threads in the collar. Tighten the packing nut using
the strength of one hand. Finally, secure the handle with your screwdriver. When the
faucet is fully assembled, turn the handle to the “off” position and proceed to step 5.

5. Turn on the water supply. First, check to see that your faucet is fully closed. Next,
turn the water on slowly (about one-half turn each time) until the shutoff valve is fully
Because the body e open. These slow turns prevent a sudden buildup of pressure, which could damage the

section has given pipes. Your faucet should now be as good as new.
readers all they
need, no conclusion
is required
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Procedures

PROCEDURES

accepted practice. For example, different people in your organization might per-

folrm tbe same task (say, monitoring 'groundw'ater pollution) at different times, Explore the Concept
with different equipment, or under different circumstances. This task may need with the Case Study

s . . on Writing Procedures
to be standardized to ensure that all work is done with the same accuracy and ;i mytechcommiab

precision.

Function of
procedures

Audience and Purpose Considerations

—Nhich will be read mostly by users unfamiliar with the given Consider your

task, ience

u Analyze the
. EEEm
s and appetizers are-asked to take over on the prepara- === Procedures at

tion of special sauces, those workers probably already know the basics but would " mytechcommizt
need more information on the specific sauces required, amounts of ingredients,
reduction techniques, and so on.
Determine how your readers will use these procedures: Will they be following  Consider your
the procedures in a hurry while evacuating a building? Would the procedures be  P™P%¢

better distributed on paper or via computer? Once you know-exactly how the Explore the Concept

procedures will be used, you can make decisions about the document’s length, i _wiﬂ;the gctivitvon
. . riting Procedures
format, level of detail, and medium. at mytechcommlab

ndard operating

required by law in many workplace environments, including those that deal with
chemicals or industrial waste. SOPs are also written to inform the public about

ho ure is performed.
in Figure 14.11, are required iWotel Safety procedures

rooms typically list fire exit procedures on the back of the en . rgani-
zations have official procedures for dealing with emergencies.
s can be written fo

Medical procedures

Pri and washing, surgi-
cal techniques, and other steps involved in patient care in the hospital. Today, with
the vast amount of medical information available on the Internet, many medical
procedures are written for nonexperts.
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272 CHAPTER 14 Instructions and Procedures

FIGURE 14.11

Asetol ostAFACT

(safety

procedures) The National Fire Protection Association and assign one or more people, including
defines “high-rise building" as a building back-up personnel, to help them,
greater than 75 feet (25 m) in height where the m  Ensure that during off-hour periods,
building height is measured from the lowest systems are in place to natify, evacuate,
level of fire department vehicle access to the and account for off-hour building
floor of the highest occupiable story. occupants.
Appropriate exits, alarms, emergency lighting, m  Postemergency numbers near
communication systems, and sprinkler systems telephones.

are critical for employee safety. When
designing and maintaining exits, it is essential
to-ensure that routes leading to the exits, as N . .
well as the areas beyond the exits, are m Be faml\}ar with the warksite's emergency
accessible and free from materials or items evacuation plan;

that would impede individuals from easily and m Know the pathway to at least two
effectively evacuating. State and local building alternative exits from every room/area at
code officials can help employers ensure that the workplace;

Title (“Evacuating ~ s——»
High-Rise
Buildings”} is clear
and easy to spot

What should workers know before an
emergency occurs?

Overview/introduction e——p

_section defines_ the the design and safety systems are adequate. m  Recognize the sound/signaling method of
issue and provides When there is an emergency, getting the fire/evacuation alqrms;
background workers out of high-rise buildings poses ®m  Know who to contact in an emergency
special challenges. Preparing in advance to and how to contact them;
safely evacuate the building is critical to the m Know how many desks or cubicles are
safety of employees wha work there. between your workstation and two of the
. nearest exits so you can escape in the
Headings in the e What actions should.emp\nygrs take to he!p dark if necessary;
form of reader ensure safe evacuations of high-rise buildings? B Know where the fire/evacuation alarms
questions help m Don'tlock fire exits or block doorways, are located and how to use them; and
people find the halls, or stairways. m  Report damaged or malfunctioning safety
information they m Testregularly all back-up systems and systems and back-up systems
need safdety systems, such as emergezcy lighting  \What should employers do when an
:ahnemnggn:weuerug:tmn systems, and repair emergency oceurs?
Bullets, instead — Develop a workplace evacuation plan, post ™ Sound appropriate alarms and instruct
of numbered lists it prominently on each floor, and review it employees to leave building.
of steps, are periodically to ensure its effectiveness. m  Notify police, firefighters, or otherl
appropriate for |dentify and train floor wardens, including $pErop:ate emerge?cv pelrsonne 1
this document back-up personnel, who will be responsible ™ Take a head count of employeesat. -
for sounding alarms and helping to designated meeting locations, ?”C_l notify
evacuate employees. emergency personnel of any missing
Conduct emergency evacuation drills workers.
periodically. What should employees do when an
Establish designated meeting locations emergency occurs?

outside the building for workers to gather
following an evacuation. The locations
should be a safe distance from the building
and in an area where people can assemble
safely without interfering with emergency
response teams.

m |dentify personnel with special needs or
disabilities wha may need help evacuating

m Leave the area quickly butin an orderly
manner, following the worksite's emer-
gency evacuation plan. Go directly to the
nearest fire-free and smoke-free stairwell
recagnizing that in some circumstances
the only available exit route may contain
limited amounts of smoke or fire.

Evacuating High-Rise Buildings

Source: U.S. Occupational Safety and Health Administration.
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Usability Testing

With instructions and procedures, however, accuracy and ease of use are espe- Of usability testing

f . . of instructions and
cially important. Otherwise, readers could make costly and dangerous errors. procedures

To identify which parts of the document work or don’t work, conduct a usabil- ~ What a basic
ity analysis, using the Basic Usability Survey in Figure 14.12. The survey is designed ;zz;’“iw survey
for both the writers and the readers. Essentially it asks one main question (broken
into more specific questions): “Do these instructions or procedures enable you to View the Basic
carry out the task safely, efficiently, and accurately?” Notice how the phrasing ;Jts;b#:zhsc';:?,ab
encourages responses containing examples instead of merely yes or no answers.

STRATEGIES
for 1 ictions and Procedures

our audience. For instructions, assume.a general audience that does
ow how to perform a task. For procedures, assume that your audience does
ow something about the procedure but needs a set of standard guidelines.

Analyze your purpose. Consider where the document will be'used and how to
present the information for maximum usability.

» Always remember the ethical and legal implications. Instructions and proce-
dures must always be written with the reader safety at the forefront.

» Use standard organization and include all needed elements. Always include a
clear and exact title; include an overview or introduction for instructions (but
only if appropriate for procedures); include a body section (in numbered list for-
mat for instructions, but not necessarily for procedures); and include visuals,
notes, cautions, warnings, danger notices, and a conclusion as appropriate.

» Provide an appropriate level of detail and technicality. Do not give readers too
much or too little detail, and use only as much technical language as your
audience will understand.

» Write with a readable style. Refer to the Strategies for Achieving Readability
(pages 266-267).

» Design for maximum accessibility. Refer to the Strategies for Creating an
Accessible Design (page 268).

» Always test for usability. Instructions and procedures must be easy to grasp in

one reading, lead to successful completion of a task or procedure, and ensure
reader safety. Make sure every word and image are just right.
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CHAPTER 14 Instructions and Procedures

Basic Usability Survey

1. Briefly describe why this document is used.

2. Evaluate the content:
 Identify any irrelevant information.

* Indicate any gaps in the information.

* Identify any information that seems inaccurate.

* List other problems with the content.

3. Evaluate the organization:
* |dentify anything that is out of order or hard to locate or follow.

* List other problems with the organization.

4. Evaluate the style:
* |dentify anything you misunderstood on first reading.

* |dentify anything you couldn’t understand at all.

* |dentify expressions that seem wordy, inexact, or too complex.

* List other problems with the style.

5. Evaluate the design:
* Indicate any headings that are missing, confusing, or excessive.

* Indicate any material that should be designed as a list.

* Give examples of material that might be clarified by a visual.

* Give examples of misleading or overly complex visuals.

* List other problems with design.

6. ldentify anything that seems misleading or that could create legal problems or
cross-cultural misunderstanding.

7. Please suggest other ways of making this document easier to use.

FIGURE 14.12 A basic usability survey
Source: Adapted from Carliner 258; Daugherty 17-18; Hart 53-57.
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Usability Testing 275

@A CHECKLIST
for Instructions and Procedures

INSTRUCTIONS

[l Have I determined what type of instructional format I should use?

O Have I assessed the ethical and legal implications of my instructions?

[1 Have I provided a clear and exact title?

U Have I included an-orienting overview or introduction?

O Have I provided step-by-step instructions in the body?

U Have I used visuals to enhance usability?

O Have I included notes, cautions; warnings, and dangers whenever necessary?
[1 Have I provided the appropriate level of detail and technicality for my audience?
[ Have I followed the strategies for writing with a readable style?

[ 1 Have I followed the strategies for creating an accessible design?

O Have I performed a Basic Usability Survey?

PROCEDURES
O Have I considered my audience and purpose?
U Have I provided a clear and exact title?
[0 Have I provided a clear introduction and numbered steps or visuals
if appropriate?
U Have I included notes, cautions, warnings, and dangers whenever necessary?
O Have I provided a conclusion?

U] Have I provided an appropriate level of detail, a readable style,
and an accessible design?

U Have I performed a Basic Usability Survey?

g APPLICATIONS

GENERAL APPLICATION

Select part of a technical manual in your field—or instructions or procedures for
a general audience—and make a copy of the material. Using the Checklist on
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CHAPTER 14 Instructions and Procedures

page 275, evaluate the sample. In a memo to your instructor, discuss the docu-
ment’s strong and weak points or be prepared to explain them in class.

TEAM APPLICATION

Divide into small groups and visit your computer center, library, or any place on
campus or at work where you can find operating manuals for computers, lab or
office equipment, or the like. (Or look through the documentation for your own
computer hardware or software.) Locate fairly brief instructions that could use
revision for improved content, organization, style, or format. Make sure the instruc-
tions cover a task that you will be able to carry out. Make a copy of the instructions.
Test these instructions for usability and revise as needed. Submit all materials to
your instructor, along with a memo explaining the improvements, or be prepared
to discuss your revision in class.

GLOBAL APPLICATION

In many cultures, the use of imperative mood is considered impolite or too direct.
For instance, instructions that state “Place the disk into the disk drive” may sound
bossy and inconsiderate. Find a set of instructions that use imperative mood (for
example, Figure 14.10 in this chapter) and rewrite these for a cross-cultural audi-
ence where the imperative mood would be offensive. For instance, you might use
an indirect imperative (“Be sure to insert the disk into the drive”).

COMPUTER/WEB-BASED APPLICATION

Think of a product that you have at home, one for which youno longer have the
user manual. For instance, you have may have a coffee maker, a snowblower, or a
laser printer. Use the Internet to locate the product’s user manual. In what format
is the manual: a Web page? a PDF document? Would the document be easier to use
if it were in print? If so, why? Write and design a much shorter quick reference
manual that can be printed and used with the device.

PEARSON I For additional technical writing resources that will help you master the chapter objectives,
t go to www.mytechcommlab.com.
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CHAPTER 15 Summaries

LET'S GET STARTED
Summaries

Locate a technical article related to your undergraduate major that begins with
a summary (the summary may use the name “summary,” “abstract,” or “execu-
tive summary”). For instance, if you are majoring in electrical engineering, use
the library to find an article from a journal in that field. Most peer-reviewed
articles begin with a brief summary of the article. Read this summary and make
notes about the use of language, the order in which information is presented,
and the level of technicality. See if you can understand the entire article simply

by reading the summary. Then read the entire article.

Questions to ask about the summary you've located as you review the material
Yy y

in this chapter may include the following:

» What role does the summary play for the readers of this journal?
» How well does the summary characterize the full report or article?

» What decisions did the writer make aboutword choice, and why?

As you read this chapter, come back to your notes and the answers to the above
questions and modify them based on what you learn from the chapter and

in-class discussion.

Definition Asummary is a restatement of the main ideas in a longer document. Summaries

of summary are used to convey the general meaning of the ideas in the original source with-
out all the specific details or examples that may appear in the original. When you
write a summary, take care to provide the essential information clearly and
concisely in your own words, leaving out anything that isn’t absolutely central to an
understanding of the original.

AUDIENCE AND PURPOSE OF SUMMARIES

Audience Formal reports and proposals (discussed in Chapters 17 and 18) and other long
considerations documents are typically submitted to busy people: researchers, developers, man-
agers, vice presidents, customers, and so on. For readers who must act quickly or
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Elements of Effective Summaries

only need to know the “big picture,” reading an entire long report may not only
be too time-consuming but also irrelevant. As a result, most long reports, pro-
posals, and other long documents are commonly preceded by a summary.

The purpose of summaries, then, is to provide only an overview and the essen-  Purpose of
tial facts. Whether you summarize your own writing or someone else’s, your —Summaries
summary should do three things for readers: (1) describe, in short form, what the
original document is all about; (2) help readers decide whether to read all of the
long document, parts of it, or none of it; and (3) give readers a framework for
understanding the full document that will follow if they do plan to read it.

To get a basic idea of how summaries fulfill audience needs, consider the
examples in Figures 15.1 and 15.2.

FIGURE 15.1
Scientists know with virtual certainty that human activities are changing the composition A passage to

of Earth’s atmosphere. Increasing levels of greenhouse gases like carbon dioxide (CO,) be summarized
since pre-industrial times are well-documented and understood. The atmospheric buildup
of CO, and other greenhouse gases is largely the result of human activities such as the
burning of fossil fuels. Increasing greenhouse gas concentrations tend to warm the planet.
A warming trend of about 0.7 to 1.5°F occurred during the 20th century in both the
Northern and Southern Hemispheres and over the oceans. The major greenhouse gases
remain in the atmosphere for periods ranging from decades to centuries. Itis therefore
virtually certain that atmospheric concentrations of greenhouse gases will continue to
rise over the next few decades.

Source: Adapted from State of Knowledge, by the U.S. Environmental Protection Agency.

Figure 15.2 shows a summary of the complex passage in Figure 15.1. Note how
it captures the original’s main ideas but in a compressed and less technical form
that busy readers and general audiences would appreciate. The summary does not,
however, change the essential meaning of the original—it merely boils the original
down to its basic message.

FIGURE 15.2

A summarized
version of Figure
15.1

Scientists are virtually certain that greenhouse gases largely produced by human
activities are warming the planet. Temperatures have risen worldwide during the
20th century and undoubtedly will continue.

Source: From State of Knowledge, by the U.S. Environmental Protection Agency.

ELEMENTS OF EFFECTIVE SUMMARIES

Whether you summarize your own document or someone else’s, always keep in  Four characteristics
mind that all summaries have four key characteristics: accuracy, completeness, ~©f summaries
conciseness, and nontechnical style.
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CHAPTER 15 Summaries

Accuracy

Readers expect a precise sketch of the content, emphasis, and line of reasoning used
in the original document. Be careful not to alter the essential meaning of the origi-
nal. For example, in Figure 15.2, on page 279, the summary uses different wording
but remains true to the original document’s central point (scientists feel that global
warming is “virtually certain,” not “somewhat certain”), retains the emphasis made
in the original (the fact that human activity is responsible), and follows the same
logical sequence (global warming has and will continue to occur).

Completeness

Readers will also expect your summary to include everything essential in the origi-
nal document—everything they need at a glance to grasp its full meaning. For
example, in Figure 15.2, nothing has been left out to prevent readers from getting a
complete overview of the original. Readers will know exactly what to expect from
the longer document, only in fuller detail.

Conciseness

Readers expect a summary to exclude superfluous details—as well as any new
details, examples, or opinions—not found in the original. Although the summary
in Figure 15.2 doesn’t omit anything essential, it does omit lesser details such as
statistics (“0.7 to 1.5°F”), examples (set off by “like,” “such as,” “and other”), and
overly long passages (“in both the Northern and Southern Hemispheres and over
the oceans” is replaced with “the planet”). Also the summary in no way embell-

ishes upon the original content.

Nontechnical Style

Unless your readers are all experts (and most of the time they will not be), always sum-
marize a document using plain English rather than carrying the original’s technical
jargon or scientific and mathematical data into the summary. The summary in
Figure 15.2, for example, omits expressions such as “atmospheric buildup” and “green-
house gas concentrations,” while also leaving out the specific temperatures mentioned.

WRITING SUMMARIES STEP-BY-STEP

Step-by-step nature More so than for other types of documents, writing summaries involves a straight-
of summaries forward process: reading and rereading the original document, marking the key
G Watch the Video information, and writing and revising your summary while checking it against the

o Art‘?;‘s:t"'“'"a”ﬂng original. The Strategies for Summaries on page 290 provide an overview of these
mytechcommlab steps, along with audience and purpose considerations.
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Step 1: Read the Original Document

Before you can effectively summarize a document, you need a solid understanding
of what it says. Read the original from start to finish, without highlighting or tak-
ing notes. An initial read will give you a general understanding of the document’s
main point and key subpoints.

Read the document again, this time using a highlighter or pen (if working on hard
copy) or your computer’s highlighting feature (after copying and pasting the doc-
ument into a word processing file). Pay close attention to cues to help you identify
the essential points. In Figure 15.3, key sentences are underlined, while the less
important information is not.

If you are working from a hard copy of the original, rekey the material you high-
lighted into a new document. If you are working from an electronic version of the
original, copy and paste only the highlighted portions into a new file. Don’t worry
about the overall organization or sentence construction at this'point; just gather
everything you need.

At this point, reorganize the material from the original source into patterns that
work well in a smaller space. Use your own wording to express the original con-
cepts. Don’t worry about length just yet. You just want to get your own wording
down on paper.

In the previous step, the goal was to get your own wording down on paper. Now,
edit your version. Keeping sentences clear and grammatical, cross out needless
words; get rid of any asides; combine related concepts; and look for any repeti-
tions. Note how Figure 15.4 is as pared down as it can be.

Step 6: Compare Your Version with the Original Document

As a final step, double-check that you have not altered the meaning, intent, or
emphasis of the original document. Reread the original and then immediately
reread your own version. As you can see, Figure 15.4 remains true to the original
source but is only about 25% of the original’s length.
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282 CHAPTER 15 Summaries

FIGURE 15.3

An article to be

summarized Dietary Fats and Your Health

Opén with basic +—— Scientific evidence shows that consumption of saturated fat, trans fat, and dietary
claim cholesterol raises low-density lipoprotein (LDL), or “bad” cholesterol levels, which

increases the risk of coronary heart disease (CHD). According to the National Heart, Lung,
Omit background o—— and Blood Institute of the National Institutes of Health, more than 12.5 million Americans
details have CHD,and more than 500,000 die each year. That makes CHD one of the leading
causes of death in the United States.

Include key s—— The Food and Drug Administration has required that saturated fat and dietary cholesterol
comparison be listed on food labels since 1993. With trans fat added to the Nutrition Facts panel, you
will know for the first time how much of all three—saturated fat, trans fat, and dietary
cholesterol—are in the foods you choose. Identifying saturated fat, trans fat, and dietary
Omit inessential s—— cholesterol on the food label gives you information you need to make food choices that help
detail reduce the risk of CHD. This revised label will be of particular interest to people concerned
about high blood cholesterol and heart disease. However, everyone should be aware of the
risk posed by consuming too much saturated fat, trans fat, and dietary cholesterol.

But what is trans fat, and how can you limit the amount of this fat in your diet?

What Is Trans Fat?

Include essential s—r—> Basically, trans fat is made when manufacturers add hydrogen to vegetable oil—a process
definition called hydrogenation. Hydrogenation increases the shelf life and flavor stability of foods
containing these fats. Trans fat can be found in vegetable shortenings, some margarines,
Compress list of «—— crackers, cookies, snack foods, and other foods made with or fried in partially

examples hydrogenated oils. Unlike other fats, the majority of trans fatis formed when food
manufacturers turn liquid oils into solid fats like shortening and hard margarine. A small
amount of trans fat is found naturally, primarily in dairy products, some meat, and other
animal-based foods.

Omit repetition and e—— Trans fat, like saturated fat and dietary cholesterol, raises the LDL cholesterol that
inessential statistic increases your risk for CHD. Americans consume on average 4 to 5 times as much saturated
fat as trans fat in their diets. Although saturated fat is the main dietary culprit that raises
LDL, trans fat and dietary cholesterol also contribute significantly.

Are All Fats Bad?

Include key fact e——" Simply put: No. Unsaturated fat is a major source of energy for the body and aids in the
absorption of vitamins A, D, E, and K, and carotenoids. Both animal- and plant-derived
food products contain fat, and when eaten in moderation, unsaturated fat is important for
Compress list «——p proper growth, development, and maintenance of good health. As a food ingredient,

of benefits unsaturated fat provides taste, consistency, and stability and helps you feel full. In addition,
parents should be aware that unsaturated fats are an especially important source of calories
and nutrients for infants and toddlers (up to 2 years of age), who have the highest energy
needs per unit of body weight of any age group.

Include key e—— While unsaturated fats (monounsaturated and polyunsaturated) are beneficial when
comparison consumed in moderation, saturated and trans fats are not. Saturated fat and trans fat raise
LDL cholesterol levels in the blood. Dietary cholesterol also raises LDL cholesterol and
may contribute to heart disease even without raising LDL. Therefore, it is advisable to
Include key point  ®—— choose foods low in saturated fat, trans fat, and dietary cholesterol as part of a healthful diet.

< continued >
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FIGURE 15.3
(Continued)

What Can You Do About Saturated Fat, Trans Fat, and Cholesterol?
When comparing foods, look at the Nutrition Facts panel, and choose the food with the ~ €—T—= Include key

lower amounts of saturated fat, trans fat, and dietary cholesterol. Health experts recommend instruction
that you keep your intake of saturated fat, trans fat, and dietary cholesterol as low as 4—{—e Omit inessential
possible while consuming a nutritionally adequate diet. However, these experts recognize details

that-eliminating these three components entirely from your diet is not practical because
they are unavoidable in ordinary diets.

Where Can You Find Trans Fat on the Food Label?
You will find trans fat listed on the Nutrition Facts panel directly under the line for 4——= Omit the obvious

saturated fat.

How Do Your Choices Stack Up?

With the addition of trans fat to the Nutrition Facts panel, you can review your food 4——= Omit inessential
choices and see how they stack up. Don’t assume similar products are the same. Be sure observation and
to check the Nutrition Facts panel because even similar foods can vary in calories, advice

ingredients, nutrients, and the size and number of servings in a package.

How Can You Use the Label to Make Heart-Healthy Food Choices?

The Nutrition Facts panel can help you choose foods lower in saturated fat, trans fat, and
dietary cholesterol. Compare similar foods and choose the food with the lower combined
saturated and trans fats and the lower amount of dietary cholesterol.

Although the updated Nutrition Facts panel will list the amount of trans fat in a product. it ~ <——= Include key fact

will not show a Percent Daily Value (%DV). While scientific reports have confirmed the ~ €——= Omit technical detail
relationship between trans fat and an increased risk of CHD, none has provided a reference
value for trans fat or any other information that the FDA believes is sufficient to establish
a Daily Reference Value or a %DV. There is, however, a %DV shown for saturated fat 4——=Include key statistics
and cholesterol. To choose foods low in saturated fat and cholesterol, use the general rule
of thumb that 5 percent of the Daily Value or less is low and 20 percent or more is high.

You can also use the %DV to make dietary trade-offs with other foods throughout the day.

Do I Have to Give Up My Favorite Fatty Foods?

You don’t have to give up your favorite foods to eat a healthy diet, even when they are
high in saturated fat, trans fat, or dietary cholesterol. When a food you like is high in 4—— Include basic advice
saturated fat or dietary cholesterol, balance it with foods that are low in saturated fat and
dietary cholesterol at other times of the day.

Source: Excerpt from FDA Consumer Sept.—Oct. 2003: 12-18.

SPECIALTYPES OF SUMMARIES

In preparing a report, proposal, or other document, you might summarize the
work of other people as part of your presentation. The previous sections have
described how to summarize documents written by others. But in other situations,
you will often need to summarize your own material. Various types of reports,
proposals, and other long documents require internal summaries. Depending
on the length, purpose, and audience, your document might include one or
more of four special types of summaries, in different locations, with different

levels of detail. These four types of summaries are (1) closing summaries,
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FIGURE 15.4

A summary Dietary Fats and Your Health (A Summary)
of Figure 15.3
Saturated fat is a principal cause of bad cholesterol (LDL, or low density lipoprotein), but
dietary cholesterol and trans fat also play a role. High LDL is a major risk factor for
coronary heart disease, a leading killer in the United States. In addition to the listing of
saturated fat and dietary cholesterol on food labels, the Food and Drug Administration
(FDA) now requires that trans fat be listed.

Although small amounts of trans fat exist naturally in dairy products and other animal-

based foods, most trans fat is a byproduct of hydrogenation, the addition of hydrogen to
vegetable oil. This process increases shelf life and stabilizes the flavor of foods such as
hard margarine, crackers, snack foods, and foods fried in hydrogenated oil.

Not all fats are bad. In fact, unsaturated fat serves as a major energy source, promotes
vitamin absorption, enhances food taste, and helps us feel full. Consumed in moderation,
unsaturated fat is essential to health and provides a vital calorie source for infants.
However, saturated fats and trans fats, along with dietary cholesterol, should be avoided
as much as possible.

To make wise choices about fats and cholesterol, read the Nutrition Facts label on
packaged foods. Note the serving size, number of servings in the package, and the Percent
Daily Value (%DV) of each ingredient. Although no Daily Value is yet established for
trans fat, avoid foods with a high saturated fat or cholesterol DV (greater than 20 percent
per serving), unless you can balance these with Tow DV foods during the day.

Source: Excerpt from FDA Consumer Sept.—-Oct. 2003: 12-18.

(2) informative abstracts, (3) descriptive abstracts, and (4) executive summaries.
Figure 15.5 illustrates each of these types of summaries, their placement, and their
purpose. The following sections discuss and illustrate each type in more detail.

FIGURE 15.5
Special types
of summaries

Forms of
Summarized Information*

Closing Summary Informative Abstract Descriptive Abstract

* Comes in the Conclusion * Precedes the full report * Appears on the title page

* Reviews main findings * Condenses what the whole * Describes only what the
in preceding sections document contains document covers

Executive Summary

* Precedes the full report

* Helps guide the thinking
of decision makers

*Although we take liberties with his classification, Vaughan helped clarify our thinking about the
overlappling terminology that blurs these distinctions.

Source: Adapted from Vaughan, David.
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Closing Summaries

A closing summary appears in the concluding section of a formal report or proposal.
The closing summary helps readers review and remember the major findings that
have preceded it. This look back at “the big picture” also helps readers appreciate
the conclusions and recommendations that typically follow the closing summary.
Figure 15.6 shows a closing summary at the end of a report that analyzes the feasi-
bility of a career in technical marketing. This summary appears just before the
“Recommendations” portion that ends the report.

Summary of Findings

Technical marketing and sales requires solid technical background, motivation,
communication skills, and interpersonal skills. This career offers job diversity and
excellentincome potential, balanced against hard work and relentless pressure
to perform.

College graduates interested in this field confront four entry options: (1) direct
entry with on-the-job training, (2) a formal training program, (3).prior experience in
a technical specialty, and (4) graduate programs. Each option has benefits and
drawbacks based on immediacy of income, rate of advancement, and long-term
potential.

Informative Abstracts

An informative abstract is a capsule version of a formal report or proposal that
appears on a separate page, just after the document’s title page. Informative
abstracts provide readers with a snapshot of a long document—a clear picture of
what is to come. Some readers, such as busy executives, may want just the “bottom
line” without having to read the entire report or proposal. The informative abstract
summarizes what the full document says: it identifies the need or issue that
prompted the document; it describes the research methods used; it reviews the
main facts and findings; and it condenses the conclusions and recommendations.
(See page 329 of the formal report in Chapter 17 or page 354 of the formal proposal
in Chapter 18 for an example.) An informative abstract may simply be labeled as an
“abstract”

Descriptive Abstracts

More compressed than an informative abstract, a descriptive abstract is usually
only one to three sentences long and appears on the title page of a report or pro-
posal. A descriptive abstract merely states what a document covers; it doesn’t get
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FIGURE 15.7
A descriptive
abstract

Purpose and
placement of
executive summaries

Questions to answer
in an executive
summary

Summaries in the
information age
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The origin of trans fat, its relation to saturated fat and dietary cholesterol, and its
causative role in heart disease is explained, and advice for consumers is provided.

into detail about what the document contains. Such an abstract helps people
decide whether to read the report. Compare, for example, the descriptive abstract
in Figure 15.7 with the article summary in Figure 15.4. The descriptive abstract
conveys-only the basic nature and extent of the longer document.

Executive Summaries

An executive summary is similar to an informative abstract; however, it not only
summarizes the long document but also tells readers what they should think about
it. Placed on a separate page justafter a long document’s title page (just like an
informative abstract), an executive summary is aimed at decision-makers rather
than technical audiences. Unlike informative abstracts, executive summaries are
written to persuade readers to act on the information. Executive summaries are
crucial in cases when readers have no time to read the entire original document
and when they expect the writer to help guide their thinking (“Tell me how to
think about this,” instead of, “Help me understand this”). Unless the readers (the
organization or company) stipulate a specific format, organize your executive
abstract to answer the following questions:

* What is the issue?
¢ What was found?
e How was it found?
¢ What does it mean?
* What should be done?
The executive summary in Figure 15.8 falls at the beginning of a 55-page report.

These three pages summarize the much longer, more detailed report. Notice how the
executive summary answers all the above questions.

ETHICAL CONSIDERATIONS
IN SUMMARIZING INFORMATION

Information in summary format is increasingly attractive to today’s readers, who
often feel bombarded by more information than they can handle. Consider, for exam-
ple, the popularity of the USA Today newspaper, with its countless news items offered
in brief snippets for overtaxed readers. In contrast, the New York Times offers lengthy
(Text continues on p. 289.)
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Ethical Considerations in Summarizing Information

ECSTASY: WHAT WE KNOW AND DON'T KNOW ABOUT MDMA
A SCIENTIFIC REVIEW

EXECUTIVE SUMMARY

287

FIGURE 15.8

A three-page
executive
summary from
a much longer
(55 page) report

A number of our nation’s best monitoring mechanisms have detected an alarming <4——= Answers the

increase in the popularity of MDMA (3,4-methylenedioxymethamphetamine), particularly
among young Americans. This report, Ecstasy: What We Know and Don’t Know About
MDMA, represents a scientific review of what research has discovered about how this drug
works in the brain and what requires further study to fully understand the consequences of
using this illicit substance.

Much of this report is based on a-scientific conference — MDMA/Ecstasy Research:
Advances, Challenges, Future Directions — that was sponsored by the National Institute on
Drug Abuse (NIDA) and the National Institutes of Health and held July 19-20, 2001.
Information in this report was supplemented by an exhaustive review of the extensive
published scientific literature on MDMA, particularly that which has appeared in scientific
and medical journals during the past five years.

MDMA, a relatively simple chemical belonging to the amphetamine family of compounds,
has properties of both stimulants and hallucinogens. While MDMA does not cause true
hallucinations, many people have reported distorted time and perception while under the
influence of this drug. The vast majority of people take MDMA orally, and its effects last
approximately four to six hours. Many users will “bump” the drug, taking a second dose
when the effects of the initial dose begin to fade. The typical dose is between one and two
tablets, with each containing approximately 60-120 milligrams of MDMA. However,
tablets of what users call Ecstasy often contain not only MDMA but a number of other
drugs, including methamphetamine, caffeine, dextromethorphan, ephedrine, and cocaine.

One of the more alarming facts about MDMA is that despite its known detrimental effects,
there are increasing numbers of students and young adults who continue to use the drug.
Results from the 2000 Monitoring the Future survey indicate that MDMA use increased
among students in the 12th, 10th, and 8th grades.

Effects of Acute Doses of MDMA <+
Controlled studies in humans have shown that MDMA has potent effects on the
cardiovascular system and on the body’s ability to regulate its internal temperature. Of
great concern is MDMA's adverse effect on the pumping efficiency of the heart — in the
presence of MDMA, increased physical activity increases heart rate significantly, but the
heart does not respond in its normal manner, which is to increase the efficiency with
which it pumps blood. Since MDMA use is often associated with sustained, strenuous
activity, such as dancing, MDMA's effects on the heart could increase the risk of heart
damage or other cardiovascular complications in susceptible individuals.

Long-Term Consequences of MDMA: Neurochemical and Developmental <+
Acute doses of MDMA produce marked changes in both dopamine and serotonin systems
within the brain. Though the changes in dopaminergic neurons appear transient, the data
suggest that the changes in the serotonergic system are longer lasting. In addition,
examinations of more global brain function have shown that the effects of acute doses of
MDMA extend to regions of the brain that are thought to be involved in higher thought
processes. These findings have raised concern about possible long-term effects on both
infrequent and regular users of MDMA.
< continued >
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FIGURE 15.8
(Continued)
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Since younger brains may have an increased susceptibility to the neurotoxic effects of
MDMA, it may be that the youngest, fastest developing brains — those of a developing
fetus — could be particularly vulnerable to the effects of this apparent serotonin neurotoxin.
Since most MDMA users are young and in their reproductive years, it is possible that some
female users may take MDMA when they are pregnant, either inadvertently or
intentionally, because of the misperception that it is a safe drug. Studies in animals have
shown that MDMA has little effect on the physical development of the young brain.

Behavioral and cognitive studies in laboratory animals, however, have identified
significant adverse cognitive effects from pre and neonatal exposure to MDMA. This
effect was not due to serotonergic neurotoxicity; the mechanisms underlying the
development of these cognitive deficits are not known yet. Though the rodent experiments
have predictive value, it is not known whether human fetuses exposed to MDMA when
their mothers abuse the drug will develop persistent and learning memory deficits.

Long-Term Functional Consequences of MDMA:

Behavioral, Mood, Psychiatric, and Cognitive

Because MDMA produces long-term deficits in serotonin function, and because serotonin
function has been implicated in the etiology of many psychiatric disorders including
depression and anxiety, investigators have suspected that MDMA users may experience
more psychopathology than nonusers. Indeed, a number of investigators have found that
heavy MDMA users experience a constellation of psychiatric changes, scoring significantly
higher on measures of obsessive traits, anxiety, paranoid thoughts, and disturbed sleep,
among others.

There is a large and growing body of evidence from a variety of studies with humans that
MDMA use can have long-lasting effects on memory. Moréeover, the relationship between
memory problems and MDMA use appears to have a dose-dependent relationship, that is,
the more MDMA used, the greater the deficit.

In attempting to answer the question of whether MDMA causes permanent damage to
human memory abilities, there is no one study that provides a resounding, definitive yes.
To be sure, no study provides any evidence that MDMA is a beneficial drug or even that it
is safe when taken in moderation. In fact taking MDMA at any dose carries with it the risk
of inducing physiological, psychological, and cognitive damage in vulnerable users.

Methodological Issues

As much as the data collected so far largely supports the proposition that MDMA damages
the serotonin system in the brain and produces long-lasting behavioral deficits, researchers
agree that methodological issues, such as limited sample size and difficulties controlling
for the possible influence of other illicit substances, have made it difficult to move beyond
generalities and unequivocally prove a cause and effect relationship between MDMA use
and specific cognitive or psychological damage in humans.

Since there seem to be few, if any, young people who use MDMA without also abusing
other drugs, this will continue to be a confounding factor in future studies. Self-reporting
also means that it is not possible to determine with complete confidence or accuracy how
much a person has consumed, either on a particular occasion or over a lifetime of use. This
uncertainty arises for two reasons: MDMA content is not constant across all tablets, and
user memory of how much and how often a person took MDMA over many years is far
from reliable.

< continued >
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FIGURE 15.8

(Continued)
Challenges and Future Directions 4——= Answers the
Though the data presented at this conference and in the literature support the hypothesis question “What
that MDMA produces acute behavioral and physiological effects, there is still more to be should be done?”

determined about factors that precipitate severe acute toxicity. For example, are there
predisposing genetic factors that increase the risk for acute toxicity? Is overall health
status important? Which organs and systems are the primary targets of MDMA toxicity?
Areinteractions with other drugs important? Does MDMA use lead to tolerance,
withdrawal, and craving?

Source: Excerpt from National Institute on Drug Abuse <archives.drugabuse.gov/
PDF/MDMAconf.pdf>.

text that is information rich but more time-consuming to digest. Summaries are espe-
cially adaptable to the hypertext-linked design of Web-based documents. Instead of
long blocks of text, Web pages are often designed with concise modules, or “chunks,”
of information that stand alone, are easy to scan, and require little or no scrolling (see
Chapter 21 for more on Web page design). Moreover, magazine Web sites such as
Forbes or The Economist offer email summaries of their hard copy articles.

While such capsules or “digests” of information are an efficient way to stay
informed, summaries carry with them potential pitfalls, as media critic Ilan
Greenberg points out (65):

e A condensed version of a complicated document may provide a useful. Ethical pitfalls
overview, but this superficial treatment often fails to communicate the document’s - f summaries
full complexity—that is, the complete story. Whoever summarizes a lengthy
document makes decisions about what to leave out and what to leave in, what
to emphasize, and what to ignore. During the selection process, the original
message could very well be distorted. Therefore, be careful that any summary
(except a descriptive abstract) conveys the full picture of what the original doc-
ument says.

¢ In a summary of someone else’s writing, the tone or “voice” of the original
author often disappears—along with that writer’s way of seeing. Be careful
that you not only carry the essential facts of an original document into your
summary, but that in the process of condensing you don’t distort the original
writer’s intent. If a writer says, as in Figure 15.1, “Scientists know with virtual
certainty” that human activities are leading to global warming, make sure that
this critical point carries into your summary. Downplaying (“some scientists
suspect”) or overplaying (“scientists are 100% certain”) the original writer’s
intent is a distortion.

Although summaries do have their place in our busy world, the more complex the
topic, the more that readers need the whole story.
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CHAPTER 15 Summaries

STRATEGIES

for Summaries

ummary process by reading the original document. Read the docu-
all the way through without highlighting or taking notes, to get a clear sense
of its main point and most important subpoints.

Reread the original while highlighting essential information. A second read,
combined with highlighting or underlining, will give you a sharper picture of
important points.

Save only the key information. Delete the inessential information from the
original document to create a rough draft of the original document’s wording.

>

Rewrite the key information in your own words. Initially don’t worry about
length. Avoid using any of the original document’s words unless a key term or
phrase is indispensable. If you must quote a passage directly, use quotation marks
around the quoted words.

v

Edit your version. When you have included everything readers need, edit your
work for conciseness, getting rid of wordiness, combining related ideas, and elim-
inating repetition.

v

Finally, check your version against the original. Verify that you have added no
personal observations (unless you are writing an executive abstract) and have not
altered the meaning, intent, or emphasis of the original.

v

Indicate the exact source of the summarized material. When you are summa-
rizing someone else’s work, immediately follow your summary with a reference to
the original source.

v

Use the appropriate types of summaries in your own formal documents: For-
mal reports and proposals always include informative abstracts (when the intent
is simply to provide a snapshot) or executive summaries (when the intent is to
persuade readers how to think about the longer document). Closing summaries
are always helpful in such reports. Descriptive abstracts can be helpful when
included on the title page of a formal report or proposal.

» Remain aware of ethical considerations. A summary that adds material not
found in the original document or omits critical information from the original is
misleading and unethical. Likewise, misrepresenting the original document’s
point of view is unethical.

@A CHECKLIST
for Summaries

(] Can the summary stand alone?
[ Is the summary accurate when checked against the original?
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Ethical Considerations in Summarizing Information

U Is the summary free of needless details?

U Is the summary concise yet clear and comprehensive?

O Is the source of this summary documented?

L1 Does the descriptive abstract merely tell what the original is about?

[I'Is the level of technicality appropriate for its audience?

[1 Does the executive summary tell readers how to think about the information?

APPLICATIONS

GENERAL APPLICATIONS

1. Find an article about your major field or area of interest and write both an
informative abstract and a descriptive abstract for the article.

2. Find a long article (at least five pages) and summarize it, following the
step-by-step process described in this chapter, and keeping accuracy, com-
pleteness, conciseness, and nontechnical language always in mind. Capture the
essence and main points of the original article in no more than one-fourth the
length. Use your own words, and do not distort the original. Submit a copy of
the original along with your summary.

TEAM APPLICATION

Organize into small groups and choose a topic for discussion: an employment
problem, a campus problem, plans for an event, suggestions for energy conservation,
or the like. (A possible topic: Should employers have the right to require lie detector
tests, drug tests, or AIDS tests for their employees?) Discuss the topic for one class
period, taking notes on significant points and conclusions. Afterward, organize
and edit your notes in line with the directions for writing summaries. Write a
summary of the group discussion in no more than 200 words. As a group, compare
your individual summaries for accuracy, emphasis, conciseness, and clarity.

GLOBAL APPLICATION

Find a long article (longer than five pages) from a technical, scientific, financial,
or similar publication. Pick an article that deals with an issue that is global in scope
(for instance, an article about the use of pesticides in different countries or an article
about the ways in which financial decisions have worldwide impacts). Summarize
this article for an audience of nonspecialists, but for two different groups: one group

of United States citizens and another group of citizens in a different country. Learn
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CHAPTER 15 Summaries

what you can about the other country by looking on the Internet and determining
key scientific, political, or financial issues. Or bring knowledge you have from your
own travel (such as a study abroad experience) or background, or from a class that
you took. What will you highlight in the summary for the U.S. readers, and what will
you highlight in the article for the non-U.S. readers, and why? Bring both copies to
class to discuss with others.

COMPUTER/WEB-BASED APPLICATION

In class, form teams who have similar majors or interests. Decide on a related topic
currently in the news. Using a combination of Web-based and hard-copy versions
of news coverage, compare summarized versions with more detailed coverage. For
example:

¢ a headline summary from the New York Times “Quick News” and “Page
Plus” links versus the original article

* a summarized cover story from “The Daily News Info” link on Newsweek’s
Web site versus the original article

Each team member should compare the benefits and drawbacks of the story’s
shorter and longer versions, making a copy of each. Are there instances in which the
shorter version simply is ethically inadequate as asole source of information? Using
your sample documents, explain and illustrate. As-a full team, assemble and discuss
the collected findings, and select one member to present the findings to the class.

FEARSON I For additional technical writing resources that will help you master the chapter objectives,
t go to www.mytechcommlab.com.
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CHAPTER 16 Informal Reports

LET'S GET STARTED
Informal Reports

You have probably written a short informal report at one time or another (at
school, for an internship, or on the job). Make some notes about that situation
and then think about a different real-life situation for which you might need to
write a short informal report. For instance, you may need to write a short
progress report for your employer about what you accomplished this week. Or
you may want to write a feasibility report addressed to your instructor, explain-
ing and justifying the final project you propose to do for class. Use a memo

format to write your short report.

Questions to ask about the short report you wrote as you review the material in
this chapter:
» Is the purpose of the report clear (status update, recommendation, other)?
» Have I used headings and bullets, and if so, are these used appropriately?
» TIs the tone of my short report personal enough, yet professional?

» Is the report’s length appropriate?

v

Is the subject line clear?

At the end of this chapter, review your initial Let’s Get Started report with your
instructor or with a group of students, to see how much you might change or

modify the report based on what you have learned from the chapter.

Ef;;“fgm“al . hen you think of reports, you probably picture long, formal documents that
ports contain many pages of research, information, charts and graphs, footnotes,
and other details. Yet in the workplace, for every long, formal report dozens of
shorter reports are written, feports focused on only one or two very specific issues.
These informal reports help people make informed decisions on matters such as
the most comfortable office chairs to buy or the best recruit to hire for management
training. Unlike long formal reports (discussed in Chapter 17), most informal
reports require no extended planning, are prepared quickly, contain little or
no background information, and have no front or end matter (title page, table of
contents, glossary, works cited, index).
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Progress Reports (Informational) 295

Despite being so focused and concise, informal reports do provide the infor-  Format of informal

mation and analysis that readers need every day on the job. Although various for-  "¢Ports

Informal memo reports are usually written using word-processing software and
distributed as email attachments. Recipients can read the documents on their
computer screens or print hard copies. Often, to ensure that the formatting of the
document will remain consistent, the memo will be converted into a PDF file. In
some organizations, it might be customary to distribute informal reports by hard
copy (print), too.

TWO CATEGORIESOF REPORTS:
INFORMATIONAL AND-ANALYTICAL

In the professional world, decision makers rely on two types of informal reports:  Informational versus
some reports focus primarily on information (“what we're doing now,” “what we ~2nalvtical reports
did last month,” “what our customer survey found,” “what went on at the depart-
ment meeting”), while others may also include analysis (“what this information

» G

means for us,” “what courses of action should be considered,” “what we recom-

mend, and why”).
answer basic questions, such as how much progress has k

what activity has taken place over the Explore the Concept

been made on a project (
course of a certain period o what activity occurred during with the Case Study
on Informational Reports

a business trip qor what discussions took place in a meeting ( at mytechcommlab
- These reports help keep an organization running from day to day by

providing short, timely updates on important activities.

Unlike informational reports, analytical reports

terpreting it accurately, drawing
valid conclusions, and making persuasive recommendations. Although gathering
and reporting informationmalysis is ultimately
what professionals do to earn their pay. Analytical reports analyze and evaluate
whether a project or situation is feasible make recommenda-
tions on how to proceed , or constructively critique the

workof e PEFRGRIEROT

PROGRESS REPORTS (INFORMATIONAL)

to monitor Purpose, audience,
and frequency of

progress reports

agers use progress reports to evaluate projects, monitor employees, decide how to
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296 CHAPTER 16 Informal Reports

fv’i‘g:‘m;‘g:s‘;ﬂé‘ﬁ:f allocate funds, and keep track of delays or expense overages that could dramati-
on Progress Reports cally affect outcomes and project costs. In the case of external audiences, progress
at mytechcommlab reports explain to clients how time and money are being spent and how difficulties
have been overcome. The reports can therefore be used to assure the client that the
project will be completed on schedule and on budget.
Many contracts stipulate the dates and stages when progress will be reported.
Failing to report on time may invoke contractual penalties. Some organizations
require regular progress reports (daily, weekly, monthly), while others only use
such reports as needed, such as when a project milestone has been reached.
Elements of progress Figure 16.1 shows a progress report from a training manager to a company
reports vice president. Because the audience is internal, the writer has chosen memo for-
a__ Analyze the mat. A report like this to an external client might be written in letter format and
uam ::g:s::::m:bat on company letterhead as a legal record. Notice also how the report provides only
those details essential to the reader. In addition, it follows a timeline structure,
beginning with a summary of progress on the project (or since the last progress
report) and concluding with the next steps to be completed. The text of this report
(without the heading guide, company logo, and copy notation) also appears on
pages 96-97.

STRATEGIES

for Progress Reports

» Choose an appropriate format. Routine, regular reports may be delivered in
email format, whereas more infrequent reports might be better delivered via.a
signed memo (or a letter, when the report is for an external client).

» Provide a clear subject line. All progress reports should clearly identify their
purpose in the subject line of a memo or email, or in the introduction to a letter.

» Present information efficiently. Because readers of progress reports are man-
agers or clients who want the bottom line information as quickly as possible,
chunk the information into logically headed sections and use bulleted or num-
bered lists. Leave out information readers will already know, but do not omit
information they need to know.

» Make sure your report answers the anticipated questions. First identify what
has been accomplished since the last report; then discuss any important details
such as outcomes of meetings, problems encountered and solutions implemented
or proposed, deadlines met or missed, resources/materials needed, and so on.
Conclude with steps to be completed in time for the next report, with specific
dates, if available.
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FIGURE 16.1
A progress report

BETA National

MEMORANDUM

To: P. J. Stone, Senior Vice President

From: B. Poret, Group Training Manager BP.

Date: June 6, 20xx

Subject: Pragress Report: Equipment for New Operations Building 4—— Subject line identifies
exact purpose of the

Work Completed report

Our_tralnfn?g group has met twice since oyrAMay 12 report. In our first meeting, €|« Summarizes first

we identified the types of training we anticipate. achievement

Types of Training Anticipated
¢ Divisional Systems Training
+ Divisional Clerical Training (Continuing)
« Divisional Clerical Training (New Employees)
+ Divisional Management Training (Seminars)
« Special/New Equipment Training
In our second meeting, we considered various areas for the training room.

Training Room Assignment and Equipment 4—— Summarizes
The frequency of training necessitates having a training room availahle daily. The second achievement
large training room in the Corporate Education area (10th floor) would be ideal.
Please confirm that this room can be assigned to us on a full-time basis.
To support the training programs, we purchased this equipment:

* Audioviewer

+ LCD monitor

* CD recorder and monitor

« Software for computer-assisted instruction

* Tape recorder
This equipment will allow us to administer training in varied modes, ranging from
programmed and learner-controlled instruction to seminars and workshops.

Work Remaining 4——s Describes work
To support the training, we need to furnish the room appropriately. Because the types remaining
of training will vary, the furniture should provide a flexible environment. Outlined here
are our anticipated furnishing needs.
¢ Tables and chairs that can be set up in many configurations. These would allow  4——e Bulleted list
for individual or group training and large seminars. breaks up dense
« Portable room dividers. These would provide study space for training with information
programmed instruction, and allow for simultaneous training.
* Built-in storage space for audiovisual equipment as well as training supplies.
This storage space should be multipurpose, providing work or
display surfaces.
+ Aflexible lighting system, for audiovisual presentations and individualized study.

The project is on schedule. As soon as we receive your approval of these specifications, —<#——= Concludes with

we will send out bids for room dividers and have plans drawn for built-in storage. request for approval
of next phase
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CHAPTER 16 Informal Reports

The next example (Figure 16.2) is a progress report written by a student. As you
work on a longer report or term project, your instructor might require a progress report.
In this example, the student writer documents the progress she has made on her term
project: a causal analysis examining the impact of a recently formed town committee.

PROGRESS REPORT
T0: Dr. J. Lannon
FROM: T. Fitzgerald, Student T.F.
DATE: April 27, 20XX

SUBJECT: Analytical Report
A STUDY OF THE IMPACT OF THE SANDWICH HISTORIC DISTRICT
COMMITTEE ON THE TOWN'S ARCHITECTURAL CHARACTER
WORK COMPLETED TO DATE
March 22:  Completed report on Sandwich Historic District Committee.

April 11:  Obtained maps of Sandwich, legislation, certificates of appropriateness,
exemption, and appeals from Town Hall.

April 12,14,15:  Investigated district area by car, noted differences in historic
and nonhistoric areas.

April 18:  Photographed sampling of areas in district. Twenty photos taken, fifteen
returned by developer.

April 19 Divided master map into sections, redefining district.

April 20: Completed tentative outline.

April 22 Interviewed chairman of Committee, Donald Bourne. Received new set
of rules and regulations for district.

WORK IN PROGRESS: Drawing maps of present district and redefined area.

WORK TO BE COMPLETED
April 28:  Interview Edward Cain, committee member.

May 2:  Interview Gary Sosa committee member.

DATE FOR COMPLETION:  May 11, 20XX

FIGURE 16.2 Progress report on a term project
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Trip Reports (Informational)

PERIODIC ACTIVITY REPORTS
(INFORMATIONAL)

Periodic activi Purpose, audience,
and frequency of
periodic activity

reports

ut unlike progress reports, which summarize specific
accomplishments on a particular project, periodic activity reports summarize gen-
eral activities during a particular period

onitor workload. In many companies,

these reports,
Figure 16.3 shows a periodic activity report, in the form ot a weekly status  Elements of periodic

report. Notice how Laura Hardin presents the most vital information first (the activity reports

ongoing user manuals project) and ends with necessary but less pressing details

(vacation time and “other”). The report contains only the information and level of

detail her supervisor needs.

RATEGIES

or Periodic Activity Reports

» Choose an appropriate format. Periodic activity reports are usually written in
email or memo format to a supervisor. However, some organizations may require
a predesigned form.

» Provide a clear subject line. As with any report, identify the exact purpose of a
periodic activity report by providing a subject line, such as “Monthly activity
report for August.”

1l report readers want the bottom line.q
n, an

se headers to chunk informatio
ak up dense prose for easier reading.

15

» Make sure your report answers the expected questions. Begin by describing
your most important accomplishments during the period (such as progress on an
ongoing project). Then describe any other relevant activity since the last report,
(such as completion of one-time projects, attendance at meetings, supplies needed,
conflicts or problems encountered, schedule changes, vacation time taken or
upcoming, and so forth).

@RIPIREPORTS) INFORMATIONAL)

audience of
rip reports
ravel rather than a variety of workplace activities.
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CHAPTER 16 Informal Reports

To: Dilip Gupta, manager

Email format —> From: Laura Hardin, information specialist L.H.
indicates routine

nature of report
Date: August 3, 20xx

Subject line clearly =~ s——9 Subject: L. Hardin—Status, Week of July 29, 20xx
indicates purpose

of report

Progress on most e—— User manuals for the X-900 project: This week we continued our daily

important ongoing meetings to-analyze and plan for the upcoming X-900 conversion. J. Smith

projects presented .- e .

first and her team began writing the specifications. These will turn over to the
design team in two weeks. Outsourcing for the print and electronic versions
of the user manual will take place in September. The team discussed the costs
and timeline.

Bold introductions ~ s—» Preparing for user testing: The usability group met with us on Wednesday

and double spaces to set the schedule for user testing during the week of August 20. We will use

between items . - .

highlight and the in-house vsability lab with a small group of employees from the human

separate categories resource department as our subjects.

of information
Travel logistics: Meredith and Gerriet have been communicating with the
group in Puna, India, and have set dates of Nov. 1-10 for the international
X-900 testing conference. We still need to sort out the budget issues.

Training/education: I took our new employee to the required circuit safety
class. I attended a HIPPA certification seminar.

Less vital — Out of office: I will be away from the office August 34 for a family event
information (vacation time).

presented at

the end

Other: Nothing else to report this week

FIGURE 16.3 A periodic activity report
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In Explore the Tutorial
on Trip Reports
e case of trip reports, when employers pay for employee travel, managers at mytechcommlab

need to know that the company is getting its money’s worth. Managers also
need to know what employees learn through their travels.
Figure 16.4 shows a trip report written by an employee who has traveled to a
branch office to inspect the site and interview those employees about absentecism  Elements of
and hiring problems at that branch. Because the report is informational, not P reperts
analytical, it sticks only to the facts. Note also that Bill Moskowicz begins the
report with a purpose statement, accounts for how he spent his time, identifies the
people with whom he met, offers a summary of what he learned, and provides a
conclusion.
For more on Trip Reports, see the Strategies below.

STRATEGIES

irip Reports

zood notes and make accurate transcriptions of interviews. If you must inter-

ew people, either ask their permission to record the conversation or take careful

notes. Transcribe interviews immediately, while the discussion is still fresh. in your
mind. If you investigate a location or site, take careful notes of what you observe,

» Write down the names of people and places. Make sure you are able to indicate
who you spoke with (spelling their names correctly and getting their job titles
right) and the names of places visited.

» Account for times and locations. Demonstrate a good use of your time by
accounting for it (but not exhaustively). If you visit more than one location, be
clear about what occurred at each.

» Provide a clear title and purpose statement. A clear title indicates exactly which trip
you are referring to, including date(s), while a purpose statement at the beginning of
the report prevents any possible confusion as to your reasons for taking the trip.

> Use a format that is easy to navigate. As you would in any report, provide clear
headings to break up chunks of information and use bulleted/numbered lists,
double spacing, and so on, for ease of readability.

» Describe findings completely and objectively. Don’t omit vital information or
include irrelevant information, and (EENEEED -

the facts.

you have been asked to do 50, do not make recommendations.
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302 CHAPTER 16 Informal Reports

FIGURE 16.4

A trip report
To: Monica Herrera, Director of Human Resources, Boston office
From: Bill Moskowicz, Human Resources Specialist 8. 77

Subject line —p Date: March 30, 20xx

identifies trip Facts - . @

and date Subject:  Visit to the Eastfield Office

Starts with a — PURPOSE

purpose statement On March 20th, I visited the Eastficld office to explore these two issues:

* Higher than average rate of employee absenteeism at that office
¢ Difficulties hiring qualified employees to work and live in or near the
Eastfield Fort Channel arca

To pinpoint the causes of these problems, I decided to interview three individuals
face-to-face, in hopes of getting more candid and detailed responses than I would
via phone or email, particularly regarding the sensitive absenteeism problem.

Provides an — SCHEDULE
tai‘;:glw;isngp%:ow I spoke with the following people-individually: Susan Sheehan, Director of

HR (9:00 a.m.—10:00 a.m.); Sammy Lee, Marketing Manager for the gourmet
desserts division (10:00 a.m.—11 :00 a.m.); and Megan Fields, an Administrative
Assistant in the distribution division (11:00 a.m.=12:00 p.m.). Then we all had
lunch and continued the discussion between noon and 2:00 p.m., at which time
I transcribed my recordings and headed back to Boston.

Includes discussion s——» INTERVIEWS

of what was learned The interviews were illuminating. Essentially all three pointed out how the
absenteeism and hiring problems are not entirely separate issues; in fact, they
are closely linked. While once a thriving, safe, and low-crime city (including
the branch's Fort Channel area), Eastficld has now fallen upon difficult
economic times, particularly in the last year. All three employees identified
the following problems:

Uses bulleted list ~ e—— * Increased gang activity and vagrancy in the Fort Channel area

tand headings) to * Lack of safe public transportation to and from the office or a secure, on-site
break up text and ) v

identify key points parking facility

Printed by seu student (s 120000508@seu.edu.sa)on 10/10/2013 from 2.89 36,159 authorized to use until 3/1/2014. Use beyond the authorized useror
valid subscrption date represents a copynght violation



Trip Reports (Informational) 303

FIGURE 16.4
(Continued)

* An increasing decline in amenities, especially lunch venues or safe public
areas nearby

= Decreased security resulting from a busy police force and high security
guard turnover

While Susan and Sammy can both afford to occasionally take cabs and leave
the Fort Channel area for lunch, Megan pointed out her limitations due to
salary and aninsufficient reimbursement program.

The Fort Channel area's problems have all had a direct impact on employee
hiring in recent months. Both Susan and Sammy reported losing promising
potential employees following interviews. According to Susan, while United
Foods manufactures and distributes gourmet products, attracting those who
wish to work in an upscale environment, potential employees are often
frightened away, preferring employment at either the Boston office or with
competitors located elsewhere in the state. At the same time, very few have
opted to relocate from the Boston to Eastfield offices to help account for

imbalances.

CONCLUSION

While the tgoal. of this trip was not for me to ma?(e recommendations, I have €——« Provides an offer
some specific ideas. I would be glad to speak with you further to answer to follow up

any questions and to share those ideas with you.
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CHAPTER 16 Informal Reports

(VEETING'MINUTESXINFORMATIONAL)

Purpose, audience,
and distribution of
meeting minutes

opies of minutes usually
interested parties, to track
the proceedings and to remind members about their responsibilities. Usually
one person is appointed to record the minutes. Often, the person assigned will
type minutes on a laptop computer and email them out as soon as the meeting
is completed. Be sure to proofread the minutes, check the spelling of the atten-
dees” names, and consider how you have described any politically sensitive or
confidential issues before sending. Remember, email can travel widely.
Figure 16.5 shows minutes from a personnel manager’s meeting.

STRATEGIES
- for Meeting Minutes

notes during the meeting. Don’t rely on your memory, even if you
p the minutes immediately after the meeting. Write down who said what,
ecially if a particularly important point was raised.

Complete the minutes immediately after the meeting. Even if you take good
notes, you may forget the context of a particular point if you wait too long. Write
up the minutes immediately.

» Include a clear title, with the meeting date. A clear title should indicate the
meeting’s exact purpose (“sales conference planning meeting”), and always
include the meeting date to prevent confusion with similar meetings.

Al

List attendees. List everyone who attended. If the meeting was chaired or mod-
erated, indicate by whom.

v

Describe all agenda items. Make sure all topics discussed are recorded.
Your own memory of meeting topics and that of other meeting attendees is
usually fleeting.

Al

Record all decisions or conclusions. If everyone agreed on a point, or if a vote

was taken, be sure to include those results in your minutes.

» Make sure the minutes are easy to navigate. Use headings, lists, and other help-
ful design features.

» Make sure the minutes are precise and clear. Describe each topic fully yet con-

cisely. Don’t leave out important nuances, but stick to the facts.

v

Keep personal commentary, humor, and “sidebar” comments out of meeting
minutes. Comments (“As usual, Ms. Jones disagreed with the committee”) or

» €

judgmental words (“good,” “poor,” “irrelevant”) are not appropriate.
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Feasibility Reports (Analytical)

Minutes of Personnel Managers’ Meeting 4—— Clear title indicates
the purpose of the
October 5, 20xx meeting, along with
its date

Members Present
Harold Tweeksbury, Jeannine Boisvert, Sheila DaCruz, Ted Washington, <4—1—= Tells who attended
Denise Walsh, Cora Parks, Cliff Walsh, Joyce Capizolo

Agenda
1. The meeting was called to order Friday, October 5 at 10 A.m. by Cora Parks.
2. The minutes of the September meeting were approved unanimously.

3. The first new business was to-approve the following Christmas
season policies:

a. Temporary employees should list their ID numbers in the upper-left corner 4—— Summarizes
of their receipt envelopes to help verification. Discount Clerical assistant discussion of
managers will be responsible for seeing that this-procedure is followed. each item

b. When temporary employees turn in their envelopes, personnel from Discount
Clerical should spot-check them for completeness and legibility. Incomplete
or illegible envelopes should be corrected, completed, or rewritten.

4. Jeannine Boisvert moved that we also hold one-day training workshops for 4—— Tells who said what

temporary employees in order to teach them our policies and procedures. The
motion was seconded. Joyce Capizolo disagreed, saying that on-the-job training

(0JT) was enough. The motion for the training session carried 6-3. The first <—— Explains decisions
workshop, which Jeannine agreed to arrange, will be held October 25. ':;:g:e%" conclusions

5. Joyce Capizolo requested that temporary employees be sent a memo explaining
the temporary employee discount procedure. The request was converted to a
motion and seconded by Cliff Walsh. The motion passed by a 7-2 vote.

6. Cora Parks adjourned the meeting at 11:55 A.m.

FIGURE 16.5 Meeting minutes

(FEASIBILITY'REPORTS (ANALYTICAL)

urpose of feasibility

sense from one perspective, but may not be fe351b1e at the moment for one reason or Analyze the
another, usually because of timing. For example, a manufacturing company may want -:E' Feasibility

. - R
to switch to a more automated process, which would greatly reduce costs over the mey':;:::th::;mmlab
long term. But in the short term, the resulting layoffs would have a negative impact on
morale.
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CHAPTER 16 Informal Reports

Typical questions
about feasibility

¢ What is the problem or situation, and what is the best approach to solving
or dealing with it?

. e Is this course of action likely to succeed?

¢ Do the benefits outweigh the drawbacks or risks?

¢ What are the pros and cons, and what are the alternatives?
.° Should anything be done at all? Should it wait? Is the timing right?

The answers are based on the writer’s careful research.

Audience for Managers and other decision makers are the primary audience for feasibility

feasibility reports reports. These busy people want to see the recommendation or answer at or near
the beginning of the document, followed by supporting evidence and reasoning.
In other words, a feasibility report should use the “bottom line first” organiza-
tional pattern: here is the situation; here is our recommendation; and here is why
this approach is feasible at this time.

Elements of Figure 16.6 shows a feasibility report in which a securities analyst for a state

feasibility reports pension fund reports to the fund’s manager on the feasibility of investing in a rap-
idly growing computer maker.

STRATEGIE
for Feasibility Reports

» Make sure the subject line is clear. Always use the word “feasibility” (or a synonym)
in the title (“Subject: Feasibility of . . .”).

» Provide background information. Your readers may not always need back-
ground information, but if they do, make it short.

Offer the recommendation near the beginning of the report. Because readers
of feasibility reports are interested primarily in the “bottom line,” state it explic-
itly at the very beginning of the report, or just after the background information.

M, provide the details, data, and criteria after the recommendation section.
Include supporting data, such as costs, equipment needed, results expected, and
so on. Don’t overdo the supporting data, but include everything directly relevant
that will persuade readers to support your recommendation.

» Explain why your recommendation is the most feasible of all the possible choices.
Your readers may prefer other choices. Persuade them that yours is the best choice.

» End with a call to action.
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Feasibility Reports (Analytical)

State Pension Fund

MEMORANDUM

To: Mary K. White, Fund Manager
From: Martha Mooney MM

Date: April 1, 20xx

Subject: The Feasibility of Investing in WBM Computers, Inc. 4 Clear subject line

. L . leaves no doubt as
Our Treasury bonds, composing 3.5 percent of the Fund’s investment portfolio, mature on to purpose of report
April 15. Current inflationary pressures make fixed-income investments less attractive ) )
than equities. As you requested, | have researched and compared investment alternatives ~ «——e Gives brief

based on these criteria: market share, earnings, and dividends. background
Recommendation

Given its established market share, solid earnings, and generous dividends, WBM <—— Makes a direct
Computers, Inc. is a sound and promising company. | recommend that we invest our recommendation
maturing bond proceeds in WBM's Class A stock.

Market Share

Though only ten years old, WBM competes strongly with established computer makers. «4—— Explains the criteria
Its market share has grown steadily for the past five years. This past year, services and supporting the

sales ranked 367th in the industrial U.S., with orders increasing from $750 million to $1.25 recommendation

billion. Netincome places WBM 237th nationally, and 13th on return to investors.

Earnings

WBM's net profit on sales is 9 percent, a roughly steady figure for the past three years.
Whereas 1998 earnings were only $.09 per share, this year’s are $1.36 per share. Included
in these ten-year earnings is a two-for-one stock splitissued November 2, 2004. Barring a
global sales downturn WBM's outlook for continued strong earnings is promising.

Dividends

Investors are offered two types of common stock. The assigned par value of both
classes is $.50 per share. Class A stock pays an additional $.25 per share dividend but
restricts voting privileges to one vote for every ten shares held by the investor. Class B
stock does not pay the extra dividend but carries full vating rights. The additional
dividend from Class A shares would enhance income flow into our portfolio.

WBM shares now trade at 14 times earnings and current share price of $56.00, a bargain ~ «——e Encourages reader
in my estimation. An immediate investment would add strength and diversity to our portfolio. action

FIGURE 16.6 A feasibility report
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RECOMMENDATION REPORTS
(ANALYTICAL)

Purpose and While a feasibility report sets out to prove that a particular course of action is the right
ayflients of one to take, a recommendation report shortens or even skips the feasibility analysis
recommendation K . K 1 K

reports (since it has already taken place or been discussed) and gets right to the point of mak-

ing a recommendation. Recommendation reports, like feasibility reports, may include
supporting data, but they also state an affirmative position (“Here’s what we should
do and why”) rather than examining whether the approach will work (“Should we do
it?”). Like feasibility reports, recommendation reports are for the eyes of decision
makers, and these documents take a direct stance.
Elements of Figure 16.7 shows a recommendation report from a health and safety officer at
:Z‘;‘;';‘::’e”dam’” an airline company to a vice president, regarding the workstation comfort of the
company’s reservation and booking agents. Notice that it is organized similarly to
= . Analyze the a feasibility report, but takes a more authoritative stance based on previous analy-

" R:;‘;’r't";‘f"d“m" sis, emphasizing expected rather than possible benefits. Also, a description of the

mytechcommlab  problem and its causes precedes the recommendations.
This is just one example of countless short reports used to examine a work-
place problem and recommend a solution.

STRATEGIES
for Recommendation Reports

Provide a clear subject line. As always, make sure the subject of the report is
brief and directly to the point.

v

Keep background information short. Keep the background history brief, but do
discuss how feasibility has already been determined.

» Discuss the problem or situation prior to making recommendations. In addition
to the brief background information, outline the problem or situation that the recom-
mended actions will resolve. Then discuss the recommendations in as much detail
as necessary.

v

Use an authoritative tone. Take a strong stance and write with confidence,
knowing that the recommendation has already been determined to be feasible.

v

Use headings and make them as informative as possible. Instead of using the
vague heading “Problem,” be specific (“Causes of Agents’ Discomfort”). Don’t
forget that you are writing to a “bottom line” audience.

. End with a list of benefits for taking action. Rather than appealing for action,
assume that it will be taken by reemphasizing the benefits.
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Recommendation Reports (Analytical) 309

FIGURE 16.7
A recommen-
dation report

TRANS GLOBE
/ AIRLINES

MEMORANDUM

To: R. Ames, Vice President, Personnel
From:  B.Doakes, Health and Safety BD
Date: August 15, 20xx

Subject: Recommendations for Reducing Agents’ Discomfort 4——s Subject line directly
) . ) ) ) states exact purpose

In our July 20 staff meeting, we discussed physical discomfort among reservation of report

and booking agents, who spend eight-hours daily at workstations. They complain of ) ) )

headaches, eyestrain, blurred or double vision, backaches, and stiff joints. This 4—— Provides |mtr,ned|ate

report outlines the apparent causes and recommends ways of reducing discomfort. gir::?:;ag:;gf Y

Causes of Agents’ Discomfort lrar?:il;gr?)md and

For the time heing, computer display screens can be ruled out asa cause of headaches P

and eye problems for the following reasons:

1. Our new display screens have excellent contrast and no flicker. «—L. Statement of

2. Research about effects of low-level radiation from computer screens isinconclusive. E:g?ﬁlor situation

The headaches and eye problems seem to be caused by excessive glare on display recommendations

screens from background lighting.
Other discomforts, such as backaches and stiffness, apparently result from the
agents’ sitting in one position for up to two hours between breaks.

Recommended Changes
We can eliminate much discomfart by improving background lighting, workstation <«——— Makes general
conditions, and work routines and habits. recortmnfations
Background Lighting. To reduce the glare on display screens, | recommend these
changes in background lighting:

1. Decrease all overhead lighting by installing lower-wattage bulbs. 41— Expands on each

. . . . recommendation
2. Keep all curtains and adjustable blinds on the south and west windows at least

half-drawn, to block direct sunlight.

3. Install shades to direct the overhead lighting straight downward, so that it is
not reflected on the screens.

Workstation Conditions. | recommend the following changes in the workstations:

1. Reposition all screens so light sources are neither at front nor back.

2. Wash the surface of each screen weekly.

3. Adjust each screen so the top is slightly below the operator’s eye level.

4, Adjust all keyboards so they are 27 inches from the floor.

5. Replace all fixed chairs with pneumatic, multi-task chairs.

<continued>
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FIGURE 16.7
(Continued)

Work Routines and Habits. These are recommended changes in agents’ work routines
and habits:

1. Allow frequent rest periods (10 minutes hourly instead of 30 minutes twice daily).
2. Provide yearly eye exams for agents, as part of our routine healthcare program.

3. Train agents to adjust screen contrast and brightness whenever the background
lighting changes.
4. Offer workshops on improving posture.

Discusses benefits e—#  These changes will give us time to consider more complex options such as installing
of following the hoods and antiglare filters on display screens, replacing fluorescent lighting with
recommendations incandescent, covering surfaces with nonglare paint, or other disruptive procedures.

cc: J. Bush, Medical Director
M. White, Manager of Physical Plant

PEER REVIEW REPORTS,(ANALYTICAL)

Purpose and , providing a way for people
audience of peer

. (peers) to give each other constructive criticism and feedback. Because peer review
review reports
reports ae shared by colleagues wishing 10 preservé gdod wagkplace relatonships,

they must be written with tact.
Figure 16.8 illustrates the use of constructive criticism in peer review and can
serve as a model for reviewing the work of other students in the classroom.

STRATEGIES
for Peer Review Reports

tart with the positives. Briefly state the good points of the reviewed document
as a way of leading into and balancing against the criticisms.

» Organize by topic area. Provide separate sections for suggestions about the
reviewed document’s writing style, design, use of visuals, and other areas.

» Always provide constructive criticism. Remember that you are reviewing the
work of a colleague or colleagues. Review their work tactfully, as you would want
them to review your work. However, don’t ignore problem areas.

» Support your criticisms with examples and advice. Point to particular exam-
ples in the reviewed document as you discuss them. —
ble. Point to helpful resources, if applicable.

» Close positively. End with a friendly, encouraging tone. If the reviewed docu-
ment is particularly problematic, state as much—but diplomatically.
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Peer Review Reports (Analytical) 311

FIGURE 16.8
A peer review

report
TO: Catie Noll, Advertising Associate
FROM:  David Summer, Advertising Supervisor D.S.
DATE: May 1, 20xx
SUBJECT: Review of Your Feasibility Report for the Garvey Account
[ have reviewed the first draft of your report for the Garvey account. Thank 4—= Report starts with a
you for your good work! You have done a great job organizing the material friendly tone and

says something
positive before
offering suggested

Voice: You use passive voice in anumber of places where active voice would changes.

and getting started. T would like to offer the following suggestions:

be more appropriate. For instance, at the bottom of page 7, you might want to
change "A mistake was made" to "We made a mistake." | would recommend ~ <——= Suggested changes
that you review the entire draft for this usage: are clear and
organized by area
Organization: As a reader, I did not know what you were recommending 4——= Writer provides
in this report until I reached the very end. I would suggest that you move your ;ité‘;'ie'aslt?oaeshi”d
recommendation up to the beginning of the report, then follow it with the
supporting data. Our supervisors will want to know the bottom line right away.

Research: T noticed that most of your research was based on commercial 4——= Writer provides
Web sites. You should probably look at more reliable peer-reviewed sources, z’;f;'::ea‘s:’i't'ﬁ to
such as well-respected business newspapers, journal articles, and online improve the
publications of professional organizations. reviewed document

Visuals/font: Great use of images, especially the maps on page 9. You might
want to increase the font size of the base text.

I hope my recommendations are helpful as you complete this project. Your <4——* Report uses a polite
report is well on the way, offering solid reasons that should persuade the closing

managers to try winning the Garvey account from our competitors. Please
let me know if you have any questions.
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312 CHAPTER 16 Informal Reports

@A CHECKLIST
for Informal Reports

L1 Have I determined the right report type (status report, recommendation
report, etc.) for this situation?

[] When preparing a progress or status report, have I determined how much
detail is necessary to include?

] When taking minutes for a meeting, have I included all the key decisions
and discussion items and left out unnecessary detail?

LI If I have decided to write a recommendation report, has the feasibility of the
project or idea already been determined, or is a feasibility study and report
more appropriate at this time?

[] For all forms of informal reports, have [ used a memo format?

L1 Is the subject line clear?

[ ] Is the tone professional and polite but direct?

U] For any report, have I done enough research so that my position is credible?

[J Have I reviewed the Strategies boxes for my specific report type?

APPLICATIONS

GENERAL APPLICATIONS

1. For this or another class, write a progress report to your instructor, describing the
progress youwve made on a project you are working on (your final project, for
instance). Use the strategies suggested in this chapter. Or, write a peer review
report of a classmate’s draft of an upcoming assignment.

2. For a current or past job or internship, write a periodic activity report in which
vou report on the past week’s activities (actual or typical). Be sure to follow the
strategies for periodic activity reports in this chapter.

3. Take notes at the next group event or meeting that you attend. Write up minutes
for the meeting, thinking about how much detail to include and what kinds of
information will be useful to the other members of the team.

TEAM APPLICATIONS

1. With two or three other classmates, identify a dangerous or inconvenient area or
situation on campus or in your community (endless cafeteria lines, an unsafe
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Peer Review Reports (Analytical)

walkway, slippery stairs, a bad campus intersection). Observe the problem for
several hours during a peak use period. Write a recommendation report to a
specifically identified decision maker (the head of campus security, for example)
describing the problem, listing your observations, and making a recommendation.

2. Convert the same report into a feasibility report by discussing several different
approaches that might be taken and then recommending the feasibility of the
approach you prefer.

GLOBAL APPLICATION

Assume that you are a team leader of a company that is based in the United States
but has offices worldwide. You have been assigned a new manager who is a citizen
of another country. This week you need to write a report recommending that all
the staff on your team receive bonuses. You know the tone you would take if your
manager were from the United States, but you are uncertain about what tone or
level of politeness is appropriate for this new manager. Pick a country and do some
research on the Internet about tone, style, and politeness in different cultures,
remembering that not everyone in a country or culture is exactly alike. Write a
short memo to your instructor explaining what you have-learned and how you
would shape your recommendation report in this situation.

COMPUTER/WEB-BASED APPLICATION

Many Web-based recommendation reports are not in the brief memo or email for-
mat described in this chapter. Take a look at some Web-based recommendation
reports and write a description of the differences in length, format, look, and feel
for these Web-based reports. For instance, the page at <www.cdc.gov/mmwr/
preview/mmwrhtml/rr5704al.htm> is a report about the prevention of certain
diseases in pregnant women and infants. Why did the Center for Disease Control
choose to use a Web-based format and not a shorter memo report? Write a short
memo to your instructor answering this question.

PEARSON - For additional technical writing resources that will help you master the chapter objectives,
thI go to www.mytechcommlab.com.
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» Differentiate between informal and formal reports

-

» Determine the audience and purpose
of a formal report

» Identify the characteristics of the three analytical
approaches: comparative, causal, and feasibility

» Write a formal report that incorporates
all the vital elements

» Include all the essential parts in a formal
report (front matter, text elements, end matter)
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Formal Reports

LET'S GET STARTED
Formal Reports

rmal reports are more complex and longer than informal reports (discussed
O apter 16). Whether written for the workplace or for a class, formal reports
a ly the culmination of many weeks or months of research, planning,
drafting, vising.
Think ab Qs ation where you will need to write a formal report (for
work, for this ﬁ another class). Draft an initial plan by writing a 1-2
page memo to your instr ’1 your plan consider the intended audience, pur-
pose of the report, intended use?( e report, main question(s) the report is
intended to answer, the research \‘@ es of information you will need to
look at, and so on. Also create a rough o ‘?r your report.

Questions to ask about the formal report as you revi e material in this chap-
ter may include the following: & /_‘
» Who is my audience? SO

» Are there any secondary audiences (other readers)?

v

What is the purpose of the report? To inform? To persuade?

What would be the right length for this report? %O
Qg;o

v

v

Should T use visuals? What kind?
» What types of research will T need to undertake?

At the end of this chapter, review your Let’s Get Started report planning memo
with your instructor or with a group of students and determine how much you
might change or modify your plan based on what you have learned in this
chapter.

|V| uch like the shorter analytical reports (feasibility and recommendatlon Formal versus

reports) discussed in Chapter 16 informal reports
that often lead to recommendations.
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CHAPTER 17 Formal Reports

An essential component of workplace problem solving, formal reports are designed
to answer these questions:

¢ Based on the information gathered about this issue, what do we know?
e What conclusions can we draw?
e What should we do or not do?

Scenario for aformal For instance, imagine you work on a team of alternative energy experts (engineers,

report policy analysts, technical writers, lawyers), and the state department of energy has
asked your organization for a report on the feasibility of producing biodiesel fuel
in your state. First you will have to learn everything you can about the nature of
the energy situation in your state at this time. Then you will need to compare the
advantages and disadvantages of various options based on the criteria you are using
to assess feasibility, such as cost-effectiveness, time required versus time available
to begin biodiesel production, potential risk to the public and the environment,
and so on. As you consider all the factors, you might find that the cheapest biodiesel
option might also pose the greatest environmental risk; on the other hand, the
most environmentally friendly option might be too expensive.

The importance of This type of situation requires critical thinking and research. Aside from the

:g;i?{:h In formal technical knowledge about biodiesel production that your team already has, you
may need additional research about the state or about the relationship of biodiesel
to other sectors of the agricultural economy. Sources for this research may be
available using secondary research (online or through the library), or you may
need to answer these questions through primary research (surveysand interviews).
For more information on how to conduct research, review Chapter 3.

AUDIENCE AND PURPOSE
OF FORMAL REPORTS

Audience Because of their major impact on the decision-making process,formal reports are
considerations almost always written for an audience of decision makers: for example, govern-
ment officials, corporate managers. You need to know who you are writing for and
whether the report will be read primarily by an individual, a team, or a series of
individuals with differing roles in the company.
Purpose To determine the purpose of the report, consider what question or questions it
considerations will ultimately answer. Also, consider why this particular topic is timely and useful
to the intended audience. Use the Audience and Purpose Profile Sheet on page 53
to begin mapping out your audience and purpose for the report.
Next, determine which of the following three analytical categories best fits
your purpose: the comparative analysis (“Which is better, X or Y?”), the causal
analysis (“Why does X occur?”), or the feasibility analysis (“Is X a good idea?”).

Note that not all formal reports fall neatly into one of these categories. Some
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Audience and Purpose of Formal Reports

reports blend two or all three. For instance, some reports will present a feasibility
analysis but will also offer a great deal of comparative information.

Comparative Analysis

Or exam-  Features of
ple, vou may need to answer a question such as “Which type of security procedure— ::;\':;'i’;raﬁve
firewall orencryption—should we install in our company’s computer system?”

For a comparative analysis, base the comparison on clear and definite criteria:
costs, uses, benefits/drawbacks, appearance, results. Identify your specific criteria
and then rank these in order of importance. Give each item balanced treatment.
Support and clarify the comparison or contrast through credible examples. Use
research, if necessary, for examples that readers can visualize.

In a report titled “A Comparison of Different Methods for Uploading Digital
Photographs,” the abstract of which is shown in Figure 17.1, Christina Romano
compares three different upload methods. Romano, a freelance photographer, was
asked to write this report for a local photography club. Notice how the abstract makes
clear the comparative approach of the report.

FIGURE 17.1

Abstract Abstract for a
formal report that
This report compares three different methods for uploading digital photographs from takes a primarily
camera to computer. Each method has strengths and weaknesses, depending on the comparative
needs and skill level of the photographer. approach

The first method involves connecting the camera to the computer with a USB cable,

then uploading the photographs through whatever software is used {Picasa, iPhoto, other).
This method is the easiest but does not give users very much control on where the photo
files are stored.

The second method requires users to remove the storage card from the camera, insert it
into a device called a card reader, and then connect the card reader to the computer’s USB
or firewire port. This method is quicker than the first one described, butitis also more
complicated for users not experienced with the directories on their computer.

The final method uses the camera and computer’s Bluetooth wireless communication
feature. This method does not require any cables or card readers, but it can be slow.

For beginning photographers, this report recommends the first method. For more advanced
photographers, the second method is often preferred.

Causal Analysis

For example, medical researchers may need to explain why so many apparently ~2nalysis

healthy people have sudden heart attacks. Or you might need to anticipate the possible

effects of a proposed corporate merger on employee morale.
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318 CHAPTER 17 Formal Reports

Explore the For a causal analysis, be sure the cause fits the effect. Faulty causal reasoning is
Case"&tﬁi”;:"g&m; extremely common, especially when people ignore other possible causes or when

Recommendation they confuse mere coincidence with causation. Make the links between effect and
Reports at . . .
mytechcommlab cause clear. Identify the immediate cause (the one most closely related to the effect)
as well as the distant cause(s) (the ones that precede the immediate cause). For
example, the immediate cause of an airplane crash might be a fuel-tank explosion,
caused by a short circuit in frayed wiring. This wiring defect, it turns out, was
caused by faulty design or poor quality control by the manufacturer. Discussing
only the immediate cause merely scratches the surface of the problem.
The sample formal report by Crystal Cunningham, “Recommendation for a
New Study of the Effects of Periodontal Disease on Preterm Low Birth Weight
Babies,” provided later in this chapter (see pages 326-337), takes a primarily causal
approach. The writer examines the research literature on the question of whether
periodontal discase in mothers might cause low birth weight in babies.

Feasibility Analysis

Features of a Feasibility analysis assesses the pr ity of an idea or plan. For example, if
feasibility analysis your company needs to know whether increased business will justify the cost of
maintaining a corporate blog for customers, you would do some research and

Explore the N ; i A i

Concept with the describe your findings in a formal feasibility report. In some cases, you (the writer)
Case Study on Formal > v d . he feasibility: all doii id hinf .
Feasibility Reports can't actually determine the feasibility; all you can do 1s provide enough information
at mytschoommialy so that the readers of your report can make the final decision.

For a feasibility analysis, consider the strength of supporting reasons. Choose
the best reasons for@upporting the action or decision being considered—based on
vour collected evidence. Also consider the strength of opposing reasons. Remember
that people usually see only what they want to see. Avoid the temptation to over-
look or downplay@pposing reasons, especially for an action or decision you have
been advocating. Consider alternate points of view and examine and evaluate all
the evidence. After weighing the pros and cons, recommend a realistic and well-
reasoned course of action.

In their report “A Study on the Feasibility of Biodiesel Production in Georgia”
(the conclusion section is shown in Figure 17.2), Professor George A. Shumaker
and his coauthors provide decision makers with the information needed to decide
on a vital component of one state’s energy policy. Their conclusion is a good
example of how a feasibility study can take into account criteria that would have to
be met (in this case cost effectiveness) for a proposed plan to be feasible.

ELEMENTS OF EFFECTIVE FORMAL REPORTS

Readers expect a report that is based on thorough research, critical analysis of the
evidence, and clear presentation of the material.
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Elements of Effective Formal Reports 319

FIGURE 17.2

Conclusion Conclusion of
a formal report
There exist a variety of potential feedstocks both in Georgia and nearby states that could be that takes a
utilized to produce biodiesel. These feedstocks vary significantly in price depending on supply feasibility
and-demand conditions, as well as market structural conditions. Feedstock costs represent approach

between 50 and 75 percent of the cost of producing biodiesel, and thus a reliable source of low
priced feedstocks is critical to success. A 15 million gallon biodiesel plant would require about
21% of the vegetable and animal fats currently available within the State of Georgia. This facility
would produce 750 million gallons of 2% blend for approximately twice the state demand. A 20%
blend will create 75 million-gallons of B20 or roughly 20% of the Georgia diesel market.

The processing technology for producing biodiesel is well established and presents little
technological risk. The production of biodiesel is a very efficient process, returning about 3.2
units of energy for each unit used-in-production. Biodiesel is thus an excellent renewable
fuel source. Biodiesel can be very easily integrated into the existing petroleum distribution
system from the handling, chemical, physical, and performance perspectives.

Lacking government mandates or subsidies, a feedstock cost of about 10 cents per pound
or less, given current diesel fuel prices, is needed for biodiesel to be cost effective.

Source: From “A Study on the Feasibility of Biodiesel Production in Georgia” by Professor George
A. Shumaker, et al. Copyright © 2003 by The University of Georgia’s Center on Agribusiness &
Economic Development. Reprinted with permission.

Accurate, Appropriate, and Clearly Interpreted Data

Make sure your information is accurate and, to the best of your ability, unbiased. Use. Choose and interpret
reputable information sources (particularly for statistical data), such as government tct:ﬁlzgh‘;ce material
documents, peer-reviewed sources, and sound reporting from nationally respected

newspapers and similar sources. Make sure you interpret information fairly and pro-

vide valid conclusions based on your best research. Assume, for example, that you are

writing a report to recommend the best brand of chain saw for a logging company. If,

in reviewing test reports on various chain saw brands, you learn that one brand,

Bomare, is the easiest to operate but also has the fewest safety features, include both

pieces of information in your report—even if you personally prefer this brand.

Clearly Identified Purpose Statement

Begin by defining the primary question the report will need to answer, and then

identify any secondary questions. The biodiesel report discussed earlier may have  Address both
begun with a question from a state legislator: “Will producing biodiesel benefit the sp;:”;'scri"ara;'gurposes
state of Georgia?” Answering this question is the report’s primary purpose (feasibility i the purpose
analysis); however, this question leads to others, such as “What are the advantages statement

and drawbacks of biodiesel use versus other types of fuels?” (comparative analysis),

or “How does biodiesel fuel affect the environment?” (causal analysis). Create a

purpose statement that addresses both primary and secondary purpose, such as
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CHAPTER 17 Formal Reports

“The purpose of this report is to examine the feasibility of biodiesel production in
the state of Georgia by comparing biodiesel fuels to other alternatives and assessing
their environmental effects.”

Structure your report for ease of navigation. Begin by outlining your report and
adjusting that outline as you go. Then, chunk the text so that large passages of dense
information don’t overwhelm your readers. Next, sequence all your data in a logical
order (spatial, chronological, problem-solution, cause and effect). After that, order
information within your paragraphs for maximum readability. Finally, use clarify-
ing headings and subheadings to announce what each section contains. For exam-
ple, the heading “Data Analysis” does not really say much, whereas the heading
“Physiological Effects and Health Risks” offers a clear, informative preview.

Readers don’t want to be bogged down with cumbersome prose. Make your writing
clear by avoiding ambiguous pronoun references and modifiers, using active voice,
avoiding nominalizations, unstacking modifying nouns, and avoiding unnecessary jar-
gon. Make your writing concise by avoiding wordiness and eliminating repetition and
redundancy. Make your writing fluent by combining related ideas, varying sentence
construction and length, and using parallel structure. Write personably by choosing
the appropriate tone, and avoiding sexist and biased language. Ask a colleague or editor
to copyedit your report before it is printed. Proofread the final version carefully.

Provide as much visual information as appropriate to make complex statistics and
numeric data easy to understand. Graphs are especially useful for analyzing rising
or falling trends, levels, and long-term forecasts. Tables and charts are helpful for
comparing data. Tllustrations, diagrams, and photographs are an excellent way to
show a component or special feature. Place each visual near the accompanying text
and be careful not to overuse visuals. The biodiesel feasibility study mentioned earlier
uses visuals effectively. For instance, on page 18 of the report (see Figure 17.3), the
writers quantify the reduction in emissions when biodiesel fuel is used. In that
example, a table provides an excellent way to compare information without the
requirement of reading a lot of dense prose.

Remember that a well-designed document demonstrates consistency and
cohesiveness via grid patterns, margins, paragraphs, justification, line spacing, font
style, and font size. A good design also aids navigation and adds emphasis via head-
ings, color, shading, bold, italic, underlining, color, bulleted and numbered lists, and
running heads and feet (see Chapter 9).
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Parts of Formal Reports 321

FIGURE 17.3

18 -
Effective use
Gelling of biodiesel varies depending upon the chemical position of the feedstock used in H H
its production. The higher the saturated fat of the feedstock, such as in animal fats, the higher Of avisual in a
the temperature at which gelling occurs, The converse is also true. Canola oil, with low levels formal I‘epol‘t

of saturated fats, derived biodiesel provides the lowest gelling temperature biodiesel. Pure
biodiesel should be stored and transported at temperatures above 50 F and blending
temperatures should be above 40 F,

Envi | Impacts of Biodiesel Use

Studies completed by the Environmental Protection Agency (NREL/TP 2001) state that
a 20% blend is “basically a trade off between cost, emissions, cold weather, material
compatibility and solvency issues”. Researchers believe the 20% blend to be the best blend for
general use without encountering major issues. Higher blends often cause problems in winter
and with nitrogen oxide emissions.

Table 10. Emission Changes with Biodiesel Fuels.

Emission : 100% Biodiesel” 20% Biodiesel Blend* 4—— The table enables
Carbon Mondxide 52% 12.6% readers to compare
Hydrocarbons -56.3% -11% data easily
Particulates -55.4% -18%

Nitrogen Oxides +5.8% +1.2%

Air Toxies 60% 10 -90% 20%

M ici 8% 10=90% 20%

Carbon Dioxide** T8.3% -15.7%

* Average of data fom 14 EPA FTP Heavy duty test eycle tests, variety of stock engines

** Life Cycl Emission

Tt would appear that the use of biodiesel can be an effective means for reducing exhaust
emissions. The relevant question becomes, how does the cost of reducing emission using
biodiesel compare to other means of obtaining the same level of emission reduction? The
answer to that question is beyond the scope of this inquiry.

Impact Analysis

Impact analysis is a key component of any feasibility study. An impact analysis
indicates the effect of a new venture on the economy. Building a new biodiesel facility in
Georgia will impact the economy on two levels, The new plant will generate output as it begins
selling biodiesel and its by-products. These sales will, in turn, generate additional sales as the
plant purchases inputs. The suppliers to the plant will increase the purchase of their inputs, thus

Source: From " A Study on the Feasibility of Biodiesel Production in Georgia” by
Professor George A. Shumaker, et al. Copyright © 2003 by The University of
Georgia’s Center on Agribusiness & Economic Development. Reprinted with
permission.

PARTS OF FORMAL REPORTS

Most formal reports consist of the front matter, the text of the report, and the end
matter. (Some parts of the front and end matter may be optional.) The following
sections describe these various parts.

or organizations that to sections o
discuss any limitations of the study or any problems in gathering data,
off-the-record) ‘r urge readers to take immediate

action. See page 326 (Figure 17.4) for a sample letter of transmittal.
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CHAPTER 17 Formal Reports

Preceding the text of the report is the front matter: the title page, table of contents,
list of tables and figures if appropriate, and abstract or executive summary.

T- The titl, title, the
and/or the name of the organization that commissioned the report),

The title announces the report’s
purpose and subject by using descriptive words such as analysis, proposal, feasibility,
or recommendation. Be sure the title fully describes your report, but avoid an overly
long and involved title. Design the page so that the title is the most prominent item,
highest on the page, followed by the name of the recipient(s), the author(s), and the
date of submission. See page 327 (Figure 17.4) for a sample title page.

including any front matter that falls after the table of contents.

ili). Note that the title page, though not numbered itself or listed on the table of
contents, is counted as page i. Number the report text pages using Arabic numerals
(1,2, 3), starting with the first page of the report. Number end matter using Arabic
numerals continuing from the end of the report’s text.

ifferent type styles or indentations. Use leader lines
(cereeen ) to connect headings with their page numbers. For a sample table of contents,
see page 328 (Figure 17.4).

—On a separate page following the table of contents (or

at the end of the table of contents, if it fits), list the tables and figures in the report. If
the report contains only one or two tables and figures, you may skip this list. Because
Figure 17.4 contains no illustrations, it includes no such list in the front matter.

stead of reading an entire formal report,
readers interested only in the big picture may consult the abstract or executive
summary that commonly precedes the report proper (see Chapter 15). The purpose of
this summary is to explain the issue, describe how you researched it, and state your
conclusions (and, in the case of an executive summary, indicate what action the
conclusions suggest). Busy readers can then flip through the document to locate
sections important to them.
Make the abstract or executive summary as brief as you can. Summarize the
report without adding new information or leaving out critical information. Write
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Parts of Formal Reports

for a general audience and follow a sequence that moves from the reason the report
was written, to the report’s major findings, to conclusions and recommendations.
For an example of an abstract, see page 329 (Figure 17.4).

COERIREED
The text of the report consists of the-, the.and the c“ion.

“. The. introduction engages and orients the audience and -
. Readers don’t generally need a long history lesson.
Me topic’s origin and significance, define or describe
the problem or issue, and explain the report’s purpose. Briefly identify your research
methods (interviews, literature searches, and so on). List working definitions, but if
you have more than five, place definitions in a glossary. Finally, if you have not done
so in the abstract or executive summary, state your conclusion. Don’t make readers
wade through the entire report to find out what you are recommending or advising.
For a sample introduction to a formal report, see page 330 (Figure 17.4).

cled

interpretations, and reasoning on which you will base your
conclusion. Divide topics into subtopics, and use informative headings as aids to
navigation, as described eatlier in this chapter. The body of your report will vary
greatly, depending on the audience, topic, purpose, and situation. The-body of
Figure 17.4 begins after the introduction on page 1 of the report and ends with the
recommendation on page 4 of the report (pages 330-334 in this book).

. The

spa

Although you have interpreted evidence at each stage of your analysis, your conclusion
presents a broad interpretation and suggests a course of action (where appropriate).
Your conclusion should provide a clear and consistent perspective on the whole
document. Don't introduce new ideas, facts, or statistics. See page 333 (Figure

17.4) for a sample conclusion.
of the report (as needed) is the end matter, w_a

i t
. Wted in your report, a”and/or . Users can refer
to any of these supplements or skip them altogether, acco their needs.

]LlSt atter the text of the report or on a

e, see Appendix . The long report in Figure 17. style
and includes a References list (page 334).
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CHAPTER 17 Formal Reports

S¢

Y a intended readers. ve or fewer terms nee chming,
place them in the report’s introduction as working definitions, or use footnote

definitions. If you do include a separate glossary, announce its location when you
introduce technical terms defined there (“see the glossary at the end of this report”).
Figure 17.4 includes working definitions in the appendix (page 335).

ple, if your
report on the cost of electricity at your company refers to another report issued by the
local utility- company, you may wish to include this second report as an appendix.
Other items that belong in an appendix might include complex formulas

Qnd responses, maps, photograph-nd tabulated responses,

texts of laws and regulations, and the like.

or
Title each appendix clearly:
“Appendix A: Projected Costs.” Mention the appendices early in the introduction, and
refer readers to them at appropriate points in the report: (“see Appendix A”). The
sample report in Figure 17.4 includes an-appendix on pages 335-337.

STRATEGIES
for Formal Repori

e your audience. Be sure that you understand what your audience
s to know or do as a result of reading your report.

Determine your analytical approach. Decide whether the primary purpose of
the report is to compare items, look for a cause, or determine feasibility. Because
formal reports are complex, also consider if the report will have a secondary
purpose or purposes.

Do your research and document your sources. For a long, formal report,
research is paramount. Strive for accurate, appropriate, and clearly interpreted
data. Always think critically about the sources you consult during the research
process. Document all your sources within the report (using parenthetical
citation—see pages 434, 446) and at the end of the report (in a References or
Works Cited list—see pages 435, 447).

Work from a clear purpose statement. You may need to revise your purpose
statement during the research process as you uncover new information, but make
sure the statement is finalized before you start writing your final draft of the report.

>

» Use an understandable structure. Follow the strategies in Chapter 6 for outlining,
chunking, sequencing, paragraphing, and using headings.

=l
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A Sample Formal Report

STRATEGIES continued

» Write with a readable style. Follow the strategies in Chapter 7 to write with a
clear, concise, fluent, and personable style.

» Include audience-centered visuals. Follow the strategies in Chapter 8 for using
graphs, tables, charts, illustrations, diagrams, and photographs as appropriate to
enhance, not decorate, the report.

» Create a user-friendly design. Follow the strategies in Chapter 9 for consistency,
cohesiveness, navigation, and emphasis.

» Include all appropriate front matter. If appropriate, include a letter of transmittal.
Always include a title page as-well as a table of contents and an abstract or executive
summary. If your report contains plentiful visuals, include a list of tables and figures.

» Provide an introduction, body, and conclusion. In the text of the report,

include an introduction to orient readers and provide background; a body with a

clear and detailed presentation of findings;.and a conclusion that answers the

question or questions posed by the report, possibly with recommendations.

Include the appropriate end matter. Always include a list of References (APA

style) or of Works Cited (MLA style) on a separate page at the report’s end. If

your report includes more than five technical terms to-be defined, place them in a

glossary after the Works Cited or References page; otherwise, define the terms in

your introduction or via footnotes in the report. Relevant secondary information
that will not fit within the report (surveys, complex formulas, interviews, maps,
and so on) belongs in an appendix at the very end.

» Proofread. If possible, get someone else to read and edit your report.

v

A SAMPLE FORMAL REPORT

Figure 17.4 is a formal report. Its author, Crystal Cunningham, was a student in the
B.S. program in dental hygiene at the University of Minnesota. For a final project in
her technical writing class, she chose a real life research situation that fit nicely with
her major. Crystal chose to examine the relationship between periodontal disease in
mothers and low birth weights in their babies. Her research is aimed at other dental
hygiene experts; in particular, she wants to send her report to a professor in her
department who might wish to continue this research.

With this audience in mind, Crystal makes appropriate choices about technical
language, statistical analysis, and reference to scientific articles. While these
approaches would not be suitable for a nonexpert audience, they are just right for
an audience of other scientists. She understands that her primary purpose is to
see if the literature can show a causal relationship. Another purpose is to convince
her readers to take her work seriously so that her work might be continued and

possibly published in a scientific journal.
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FIGURE 17.4

A sample formal

report
28 August, 20xx
15 Timber Drive

St. Paul, MN 55666

Professor Janet Belding
University of Minnesota
School of Dentistry

Minneapolis, MN 55444

DearDr. Belding:

Letter of transmittal =— Thank you for providing me with this opportunity to research the potential impacts

targets and thanks of periodontal disease on birth weights. Enclosed in this envelope is my final

ngi:ggsr:z%‘?{igggl report, “Recommendation for a New Study on the Effects of Periodontal Disease on

Eomext Preterm Low Birth Weight Babies.” In this report, | recommend that further studies
be undertaken to explore this potential causal connection.

If I can provide any other information as you review this report, please don't
hesitate to contact me. | look forward to meeting with you at a later date to hear
your thoughts. | hope this report is useful in your research program.

Yours truly,

Crystal Cunningham, B.S., Dental Hygiene
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Abstract

The purpose of this report is to assess ten recent studies concerning periodontal
disease and its association with preterm and low birth weight infants and to
recommend, based on the inconclusiveness of these studies, that a new study be
undertaken at the University. A number of these studies have found a correlation 4 —* Abstract fully
between periodontal disease and premature birth/low birth weight. However, a zgmgﬁrgfﬁf&h&pon
number of them have been limited in their scope and the results have been

contradictory, indicating the need for the new comprehensive study | propose at
the end of this report.
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Recommendation Report 1

Introduction

Inthe last ten to fifteen years, interesting findings in dental and obstetric research
have linked periodontal disease in mothers to preterm low birth weight conditions
in their babies. Many studies have found a correlation, while adequately controlling
for confounding variables; the variables include age, smoking, diabetes and other
factors already contributing to preterm low birth weight babies. However a
definitive link has yet to be found. This report examines the existing studies, charting
their methodologies and results, and concludes with a recommendation for a new,
comprehensive study of the possible correlation.

Background

The world has seen a rise in preterm low birth weight births in the last few
decades. This fact has alarmed many physicians and obstetricians, because there
have been so many advancements in the medical field aiming to promote the
health and longevity of life. Many reasons have been proposed to explain the
reasons for preterm low birth weight births, but no conclusive answers have yet
emerged. In the last ten years, some researchers have suggested that gingivitis
and periodontal disease may be to blame for this occurrence. One possible cause
could be the increase in harmful bacteria entering the bloodstream.

Preterm birth is considered to be any birth that occurs before 37 weeks of gestation;
low birth weight is recognized as a weight of fewer than 2,500 grams. Many studies
since the middle 1990s have attempted to find a correlation between periodontal
disease and preterm low birth weight babies. However, research related to the
possibility that periodontal disease increases the risk for preterm low birth weight
babies has varied inmensely over the years.

This report is an assessment of ten peer—reviewed journal articles that seek to
examine whether periodontal disease has any correlation with preterm low birth
weight babies. The goal of this reportis to find a correlation between gingivitis/
periodontal disease and preterm low birth weight infants in previous studies and
offer a recommendation to conduct a new study.

Methodologies of the Studies

Following is a summary of the methodologies used in the various studies:

Time

Studies by Farrell, Ide, and Wilson (2006) and Dortbudak, Eberhardt, Ulm, and Persson
(2005) examined women during pregnancy. In the Farrell et al. study, pregnant women
were recruited at 12 weeks of gestation {p. 116). Subjects were excluded if gestational
age was below 10 weeks or above 15 weeks. The Dorthudak et al. study maintained that
it was crucial to examine patients during weeks 15-20 of gestational age, because a sam-
ple of amniotic fluid is needed to assess for particular bacteria {p. 46). However, most
studies waited to collect fluid samples until immediately after the birth.
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Setting

Most of these studies were conducted in hospital settings. The remaining studies
were conducted after the subjects returned home from the hospital and were either
instructed to return to their dental office or wait for an examiner to visit their home
within 48 hours after birth. Some studies had a lengthier time frame to collect data
following the birth, such as 72 hours, or five days as in a UK study (Buduneli et al.,
2005, p. 176; Moare, Randhawa, & |de, 2005, p. 3).

Examiners

Examiners in these studies were calibrated, blind, and often a single examiner

was used (Alves & Ribeiro, 2006, p. 322; Bassani, Olinto, & Kreiger, 2007, p. 37,
Gazolla et al., 2007, p. 844; Jarjoura et al., 2005, p. 516; Moliterno, Monteiro,
Figueredo, & Fischer, 2005, p. 887; Moore et al., 2005, p. 2). The study by Farrell et al.
(2006) involved three examiners, which allowed more subjects to be evaluated

(p. 117).

Exclusion Criteria

A questionnaire/interview was given to patients (Bassani et al,, 2007, p. 32; Bosnjak,
Relja, Vucicevic-Boras, Plasaj, & Plancak, 2006, p. 712; Farrell et al., 2006, p. 117;
Jarjoura et al., 2005, p. 516; Moliterno et al., 2005, p. 888; Moore et al., 2005, p. 3). These
questions pertained to socioeconomic status, race, education, occupation, marital
status, smoking, drinking, medications, pregnancies, preterm deliveries, and prenatal
care (Gazolla et al., 2007, p. 843).

The information gathered from questions and patients” medical records excluded
many subjects from the study. Exclusion criteria included diabetes, anemia,
cardiovascular disorders, hepatic deficiency, high blood pressure, TB, cancer, seizure
disorders, psychopathology, asthma, STD, HIV, fetal or uterine anomalies, cervical
incompetence, labor induction, and multiple birth pregnancies (Buduneli et al., 2005, p.
177; Gazolla et al., 2007, p. 844; Jarjoura et al., p. 516; Moliterno et al., p. 887, Moore et
al., p. 4). Another common exclusion involved subjects who required prophylactic
antibiotics prior to dental treatment (Farrell et al,, p. 117; Jarjoura et al., p. 513; Moore
etal., p.3).

Data Collection

The most common measurements in each trial were pocket depths, clinical attachment
levels, and bleeding on probing. A periodontal probe of varying markings was used to
assess the extent of periodontal involvement. A few studies included a plaque index
along with the previously mentioned tests (Farrell et al., 2006, p. 117; Jarjoura et al.,
2005, p. 515; Moore et al., 2005, p. 3). One study, by Alves and Ribeiro, also included
calculus detection (2006, p. 319). DMFT scores were taken into account in two other
studies (Bosnjak et al., 2006, p. 712; Buduneli et al., 2005, p. 176).

Most of the studies gathered periodontal measurements from six different
sites on one tooth throughout the entire dentition (Alves & Ribeiro, 2006, p. 319;
Bassani et al., 2007, p. 36; Buduneli et al., 2005, p. 176; Gazolla et al., 2007, p. 845;
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Moliterno et al., 2005, p. 887). However other studies assessed fewer sites, for
example mesial, distal, buccal and lingual surfaces (Bosnjak et al., 20086, p. 711;
Dortbudak et al., 2005, p. 47). Columbia University collected data from three sites;
mesiobuccal, midbuccal, and distobuccal in two randomly selected quadrants
(Jarjoura et al., 2005, p. 514). The fewest measurements were taken from one tooth at
only two sites, in a UK study. These sites were midbuccal and mesiobuccal in the
maxillary, and midlingual and mesiolingual in the mandibular (Moore et al., 2005, p. 3).

Three studies included a subgingival plaque sample from the mesial and distal
aspect of certain teeth. The sample was obtained by placing a paperpointinto the
sulcus and analyzing the type of bacteria collected (Buduneli et al., 2005, p. 177;
Dorthudak et al,, 46; Jarjoura et al., 518).

An interesting study was conducted by Dortbudak et al. A periodontal exam was
completed as in other studies; however, this study included collection of amniotic
fluid at 15-20 weeks: These women were already scheduled to have amniocentesis
tests for medical purposes. Twa milliliters of additional fluid were collected and
analyzed for particular bacteria. The results concluded that an increased number
of certain bacteria from the fluid placed these women at a higher risk for premature
birth. An obvious limitation to this study, however, was that women undergoing an
amniocentesis are already at an increased risk for problems during their pregnancy,
or they would not be having the test in the first place (p. 51).

Results of the Studies

The research analyzed for this report demonstrates varying degrees of correlation
hetween periodontal disease and hirth weight of preterm low weight babies

Writer provides o= (pT|\YB). See Table 1 for summary.
bottom line results

of previous studies Table 1. Results of major studies
Correlation
Correlation percentages Comments
High correlation :
Alves and Ribeiro 2005,p.323. | 84.21% High correlation found.
Bosnjak et al. 2006, p.716. 73.26% Similar correlation found between PTLWB
and tobacco use (p.716).
Dortbudak et al. 2005, p. 52. 83% No bacteria found in amniotic fluid: authors still

believe maternal periodontitis could be causal.
Jarjoura et al. 2005, p. 522; No percentages | Both found statistically significant casual

Moliterno et al. 2005, p.890. given. connections.

Low correlations:

Bassani et al. 2007, p. 39. No significant While 59% of subjects had periodontal disease,
carrelation. causality was not established.

Buduneli et al. 2005, p.181; No significant No differences established.

Farrell et al. 2006, pg.120. carrelation.

Gazolla et al. 2007, pg 879. No significant Note that the group not treated with scaling/
correlation. root planning had 79% PTLWB.
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As summarized in Table 1 (previous page), recent studies offer conflicting
results about the relationship between periodontal disease and the birth of
preterm low weight babies. The two studies to establish high, statistically signif-
icant correlations are Aalves and Ribeiro 2005 and Dortbudak et al.2005, but as
noted, Dortbudak et al. did not actually find bacteria in the amniotic fluid, thus
requiring the authors to make something of casual leap. As noted in the next
section, there were also other limitations to all these studies.

Limitations of the Studies

All these studies involved limitations, the most obvious being the sample size. Two
studies had a sample of less than-100 subjects (Alves & Ribeiro, 2006, p. 318;
Dortbudak et al., 2005, p. 45). Another limitation was the location of the studies.
Many well-known studies were conducted outside the United States, in countries
such as Croatia, United Kingdom, Turkey, and twao in Brazil.

Almost all of these studies were conducted in lower socioeconomic areas, in
developing countries, with more uniform ethnic and racial groups. Pregnant
Croatian women were studied because they tend to develop more pronounced
periodontal disease (Bosnjak et al., 2006, p. 710).

Limitations in only a couple cases were the ages of the subjects. It is well known
that having a child above or beneath a certain age poses potential problems for the
mother and child, not to mention the strong correlation between age and increased
periodontal disease. Only two studies imposed a restriction on age. One study only
allowed an age range of 18 to 35 years (Buduneli et al., 2005, p. 174); another only
allowed an age range of 18 to 30 years (Gazolla et al., 2007, p. 842).

Conclusion

In conclusion, several studies found a correlation between periodontal disease
and preterm low birth weight babies, even when accounting for possible confounding
variables. On the other hand, many found no correlation between periodontal
disease and preterm low birth weight babies. These researchers make the
argument that their counterparts who did find a correlation did not account for all
confounding variables.

The research conducted pertaining to the correlation between preterm low birth
weight babies and periodontal disease, then, continues to result in conflicting
conclusions. More research is needed in order to arrive at definitive conclusions.

Recommendation

The research question is whether periodontal disease has an effect on preterm
low hirth weight babies. | propose a new study using different methods of data
collection to explore a possible correlation between periodontal disease and
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Writer +———p preterm low birth weight babies. (See the Appendix for the specifics of this proposed
cross-references new study.) This study will measure six surfaces on every tooth, and most importantly, it
}%eglnp;:cs‘;ze will gather a baseline periodontal reading within eight weeks after conception. Using this
of zppendix approach, the examiners can measure to see if there has been a significant difference in

periodontal disease during pregnancy, or if the subject has always had the same level of
disease. This more exacting approach should increase the accuracy and reliability of
test findings.
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Appendix
Terms of Proposed New Study <—— Detailed data that
might bog down the
. body of the report
Method/Procedures/Materials goes into an
The purpose of this study is to determine whether a correlation exists between appendix

mothers with periodontal disease and preterm low birth weight babies.

Research Design

The research design of this study involves no manipulation of subjects; patients are
only ohserved for changes in their periodontal status. Therefore, the design of this
study is quantitative, non-experimental, and correlational.

Research Question

The following is the research question for the proposed research study: When
accounting for confounding variables, is there a relation between mothers with
periodontal disease and delivering a preterm low hirth weight child?

Variables

Attribute Variables: The attribute variables are women who are 18-35 years of age. This
study accepts women from all different educational levels, socioeconomic levels and
race. One does not need to have prior periodontal disease to be included in the study.

Working Definitions

Preterm: Birth before 37 weeks of gestation.

Low birth weight: A weight below 2500 g.

Gingivitis: Inflammation of the gums, characterized by redness, swelling, and
tendency of bleeding.

Periodontal disease: Disease of the supporting structures of the teeth. Common
symptoms are bleeding gums and loosening of the teeth.

Mild periodontal disease: A periodontal reading of 3-4 mm.

Moderate periodontal disease: A periodontal reading of 5-6 mm.

Severe periodontal disease: A periodontal reading of 7 mm and above.

Threats to Internal Validity

There are many threats to internal validity, such as selection, pregnancy complications,
losing the baby, instrumentation, testing, women dropping out of the study, newly
identified systemic diseases, among others. These threats will be reduced by having
professionally trained and calibrated examiners conduct the examinations, testing,

and instrumentation.
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Sample

The sample will include 500 women from the Twin Cities Area. Women cannot be
more than eight weeks pregnant to be included in the study. Exclusion criteria

include women with diabetes and other systemic illnesses, previous birth complications,
and previous abuse of alcohol or other illegal substances.

Data Collection Instrument

The data collection instruments will be a probe and scale to measure the infant's
weight:The probe will be made of different colored incremental markings, increasing
by two millimeters. The scale used must have the ability to weigh in ounces. A form
will need to be used to chart periodontal recordings. Six measurements will be
taken on each tooth. Reliability will be ensured by having examiners cross-examine
each other every fifth subject. Validity will be ensured by only using periodontal
prabes and scales specifically designed to measure pocket depths for this study.

Scales of Measurement

The patient will be placed in one of three categories depending on the severity of their
periodontal condition. The first assessment will take place before the eighth week of
pregnancy, and the second assessment will be taken following the delivery of the baby.
The classifications are as follows: mild periodontal disease is 3-4 mm, moderate is 5-6
mm, and severe is considered 7 mm and above.

Procedure

Pregnant women will be identified as they come to the University of Minnesota
Medical Clinic for their first visit. Women who are not above the eighth week of
pregnancy will be approached to participate in the study. A consent form will be
given to the potential subject. If the pregnant woman agrees to participate, then she
will need to sign at the bottom of the consent form.

The baseline periodontal reading will be taken the same day the subject first visits
the hospital. Periodontal measurements will be recorded and the readings will place
each mother into the category of mild, moderate, or severe. Periodontal measurements
will be taken again following the birth of the child, as well as the weight of the baby.
The level of periodontal disease will be reassessed to reassign each subject to a new
category if necessary. This reassessment needs to be done within 72 hours after birth.

Statistical Analysis

Level of Measure of  Measure of
Variables Measurement  Central Dispersion
Tendency
Pregnant mothers Nominal Mode Range
Number of surfaces Interval/ratio Mean Standard Deviation

with periodontal disease
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Number of teeth Interval/ratio Mean Standard Deviation
Preterm birth Interval/ratio Mean Standard Deviation
Low birth weight Interval/ratio Mean Standard Deviation
Periodontal Ordinal Median Percentile

category ranking

Significance

Most earlier research has only taken periodontal measurements after the child has
been born. The goal is to take measurements earlier than previous studies have
done, to more accurately seek a-correlation between gingivitis/periodontal disease
and preterm low birth weight infants.

Dissemination

The results of this proposed study will be sent to the Journal of Dental Hygiene,
Dimensions of Dental Hygiene, and the American Dental Hygienist Association for
further review.

Budget and Justification

Type of Cost Amount of Money Justification
3 Computers/printers/ $12,000 Computers are needed to insert
paper office supplies data. Professionally made forms

are needed to record the
information prior to entering

the data into the computer.
They also function as a back-up.

Personnelftravel $20,000 This is needed for non-volunteering,
expenses paid staff.

Dental instruments/scales $1,000 To measure variables.

Payment to subjects $75,000 This is to offset their travel

expenses and time to participate.

Credentials of Project Personnel

Crystal Cunningham is a recent graduate from the school of dentistry at the University
of Minnesota, Division of Dental Hygiene. She is well prepared to perform a study

in this particular area due to the extensive background research she has completed

in this area. As the project director, who will also be working in collaboration with
highly educated professionals from the University of Minnesota, the author anticipates
that this research will be successfully carried out.
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J CHECKLIST
for Formal Reports

L1 Have I determined the audience for this report?

[] Have I decided on the purpose, and have I chosen the right analytical
approach (comparative, causal, feasibility) to fit this purpose?

L] Did I evaluate all sources consulted while researching?

[].Is my data accurate, appropriate, and clearly interpreted?

' Does my report have a clearly defined purpose statement, early in the report?
[1 Is the structure of the report logical and appropriate for this setting?

L1 Is the writing style clear and professional?

L] If there are visuals in my report, are the visuals supportive of what
is in the text?

OI Are the pages well designed and easy to follow?
L1 Is there a distinct introduction, body, and conclusion?

0J Does the introduction provide enough of an orientation to the issue
or problem, without being too long?

[ ] Does the body of the report offer a clear picture of the issue or problem?
LI Does the conclusion answer the question that originally sparked the analysis?
[ Have I included all the required and appropriate front and end matter?

L1 Have [ documented all my sources both in text and in a References
or Works Cited list?

APPLICATIONS

GENERAL APPLICATIONS

1. Choose a specific audience and purpose, based on a real-life situation at school or
at work, and write out some ideas for how you would determine whether this
situation is an appropriate one for a formal report. List all possible readers
(audience members) and all possible purposes. List the kinds of questions your
report will need to answer, and then list the kinds of research you will need to do in
order to write the report. Bring this document to class for a discussion.

2. Prepare a formal report using causal, comparative, or feasibility analysis (or some
combination). As you prepare your report, refer to the Strategies for Formal
Reports on pages 324-325, the Checklist, and other materials in this chapter.
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TEAM APPLICATION

In the workplace, it is common for reports to be written not by one individual but
in teams. Thinking of an idea you might have for a report for this class, ask yourself
whether this report might be a team project. How would you divide the tasks and
ensure-that the work was being done fairly? What are the advantages and disadvan-
tages of a team approach to a report? In groups of 2-3, discuss these issues. If your
instructor indicates that your report is to be team-based, write a memo (as a team)
to your instructor indicating the role of each team member and the timeline.

GLOBAL APPLICATION

Use the Internet to look for reports written in English by government agencies of
different countries. See if you can use the material from this chapter to determine if
the reports fall into causal, comparative, or feasibility categories. Look for similarities
to the reports you are familiar with within the United States (or the one you are
preparing for class), as well as differences in features such as structure and organiza-
tion, word choice, formatting, use of visuals, levels of politeness, and so on.

COMPUTER/WEB-BASED APPLICATION

Many reports, particularly government reports, are turned into PDF documents and
are available on the Web. When you have a draft of your report, experiment with
turning it into a PDF document or uploading it to a file sharing site (such as Google
Docs or iWork.com) and sending it to others on your team (or to your instructor if
this is not a team assignment). What changes happened to your document as a result
of the uploading, and how could you avoid these changes in the future?

PEARSON H For additional technical writing resources that will help you master the chapter objectives,
th go to www.mytechcommlab.com.
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Proposals

LET'S GET STARTED
Proposals

Most people have had experience making verbal proposals. For instance, a student
may want a new computer but will need to propose that his or her parents share
thecost. (“If I contribute XX$ from my summer job, will you help me with the rest
of the payment?”) Workplace proposals require a more detailed, research-oriented
approach, but the concept is the same: you are proposing a particular plan of
action and you need to make your best case. Before reading this chapter, think of a
proposal you may wish to make to your manager, the supervisor of your internship,
or your instructor. What exactly, would you like to see happen and why and how?
After specifying your goal, make a list of the supporting reasons that you think

will be most persuasive in this case.

Questions to ask about your proposal ideas as you review the material in this

chapter may include the following:

» Do I have a strong enough case?
» How will my audience react?

» What other ideas might they counterpropose, and am I ready for these

arguments?
» Did someone ask for my proposal or does it originate from me?

» What sort of format (number of pages, uses of visuals, organizational struc-

ture) is best suited to my plan?

At the end of this chapter, review your initial Let’s Get Started list with your
instructor or with a group of students, to see how much you might change or

modify it based on what you have learned from the chapter.

P roposals encourage an audience to take some form of direct action: to authorize  How proposals

a project, purchase a service or product, or support a specific plan for solving ~2nd reports differ
a problem. Although proposals often contain the same basic elements as reports

(see Chapters 16 and 17), they have one specific purpose: to persuade the audi-

ence to say “Yes, let’s move ahead with this plan.” This purpose may sound similar

to the purpose of a recommendation report. However, while a recommendation

report answers the question “What should we do, and why?” a proposal maps out
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342 CHAPTER 18 Proposals

Explore the Concept  the steps for getting it done: “Here’s what we should do and here’s how we can do
on B:?g;hpi';zg::,“: Stdy it » (Note the difference, for example, between the recommendations made in the
at mytechcommlab long report on birth weight in Chapter 17 and the proposed study outlined in

that report’s appendix.)

Proposals are called for in a variety of situations: a request to fund a training
program for new employees, a suggestion to change the curriculum of your English
or biology department, a bid to the U.S. Defense Department on a missile contract,
and so on. Depending on the situation, proposals may be short (informal) or

Explore the Concept  long (formal), and may be written in the form of a report, a letter, or a memo. As a

with the Case Study . . .
on Formal Proposals student or as an intern at a nonprofit agency, you might submit a formal grant
at mytechcommlab proposal, requesting financial support for a research or community project. If

your job depends on funding from outside sources, proposals might be the most

important documents you produce.

AUDIENCE AND PURPOSE OF PROPOSALS

Audience In science, business, industry, government, and education, proposals are written

considerations for any number of audiences: managers, executives, directors, clients, board mem-
bers, or community leaders. Inside or outside the organization, these people
review various proposals and then decide whether the plans are worthwhile, the
projects will materialize, and the services or products are useful.

Purpose The singular purpose of proposals is to persuade your audience to say yes

considerations to your plan.

TYPES OF PROPOSALS

Solicited and Proposals may be either solicited or unsolicited. Solicited proposals are those that

unsolicited proposals  haye heen requested by a manager, client, or customer. For example, if you repre-
sent an engineering firm specializing in highway construction, you may receive a
request for proposal (RFP) from a local township asking you to bid on a road project.
Typically, an RFP is issued to numerous companies, and your proposal will need to
stack up against all the others. Unsolicited proposals are those that have not been
requested. If you are a new advertising agency in town, you may send out short
unsolicited proposals to local radio stations suggesting that they use your agency
for their advertising needs.

Because the audience for a solicited proposal has made a specific request, you
will not need to spend time introducing yourself or providing background on the
product or service. For an unsolicited proposal (sometimes termed a “cold call” in
sales), you will need to catch readers’ attention quickly and provide incentives for
them to continue reading: perhaps by printing a price comparison of your fees on
the first page, for example.

Informal and formal Proposals may also be informal or formal. Informal proposals, like informal
proposals reports, can take the form of an email or memo (if distributed within an organization),
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Types of Proposals

or a letter (when sent outside of an organization). Formal proposals, meanwhile, take
on the same format as formal reports (see Chapter 17), including front matter, the text
of the report, and end matter, if applicable. Formal proposals will be discussed later in
this-chapter.

Both solicited and unsolicited proposals, whether informal or formal, fall into
three categories: planning proposals, research proposals, and sales proposals.

Planning Proposals

Planning proposals offer solutions to a problem or suggestions for improvement. Characteristics of

A planning proposal might be a request for funding to expand the campus newspaper ~P'anning proposals

(as in the formal proposal at the end of this chapter), an architectural plan for new View the Planning

facilities at a ski area, or a plan to develop energy alternatives to fossil fuels. Q :D&‘:ﬂﬁmlab
Figure 18.1 is a solicited, informal planning proposal that will be used by bank Y

loan officers when deciding whether or-not to grant a construction loan. Because

this document is addressed to external readers, it is cast as a letter. For specific

advice on how to approach planning proposals, read the annotations accompanying

Figure 18.1 and see the Strategies for Proposals on pages 349-350.

Research Proposals

Research (or grant) proposals request approval and funding for research projects. For  Characteristics of
example, a chemist at a university might address a research proposal to the Environ- ~ research proposals
mental Protection Agency for funds to identify toxic contaminants in local groundwater... ~a a1 o120 the
Research proposals are solicited by many agencies, including the National Science -=E' Research
Foundation and the National Institutes of Health. Each agency has its own requirements :3&Ziﬂoa;m.ab
and guidelines for proposal format and content. Successful research proposals
follow these guidelines and carefully articulate the goals of the project. In these cases,
proposal readers will generally be other scientists, so writers can use language that is
appropriate for other experts (as in the Appendix to Figure 17.4, page 335).

Figure 18.2 is a solicited, informal research proposal from an employee in the
marketing and research department to her supervisor, proposing to conduct
research into management—employee relations at a single location of the company
that has experienced problems in this area. Because this document is addressed to
an internal reader (the instructor), it has been cast as a memo. It could also have
taken the form of an email. For specific advice on how to approach research
proposals, read the annotations accompanying Figure 18.2 and see the Strategies for
Proposals on pages 349-350.

Sales Proposals

Sales proposals offer services or products and may be solicited or unsolicited. If ~Characteristics of
solicited, several firms may be competing for the same contract, so submitted sales proposals
(Text continues on p. 346.)
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FIGURE 18.1
A planning
proposal

Provides a clear
subject line

Introduction states
purpose, identifies
plan, gives
background, and
provides a timetable

Body paragraph
spells out details
{what will be done,
qualifications,
obtaining permits)

Concluding
paragraph thanks
the reader and
encourages
acceptance of the
proposal
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P.0.Box 185
Amherst, MA 01002

March 15, 20xx

Ambrose Savings Bank
South Haley Street
Weaton, MA 09758

SUBJECT: PROPOSAL TO ERECT A NEW DWELLING
Dear Mr. Smith;

—»  Aswe discussed in our meeting on March 6, this letter is in application for a
construction loan in the amountof $300,000, on an interest-only basis, for the
construction of the described residence (plans and specifications are enclosed)
on Lot #6 of my Leverett property. Anticipated sales price of the completed home is
$398,000, including the standard realtor's commission. | have already completed
clearing work and some excavation, and | expect weather conditions to permit the

commencement of foundation work within the next three weeks. Construction time is
projected at approximately five months, with completiontargeted for September 1, 20xx.

The quality of construction materials and warkmanship will be comparable to the
adjacent three homes, which you have inspected. Exterior woodwork will be
executed in Western Red Cedar, while interior finishes will comprise masonry,
dry-wall, and Philippine mahogany. All sashes, doors, flooring, cabinets, and special
millwork will be designed and custom fabricated. Water supply and waste disposal
will be handled on-site; the appropriate permits have already been obtained. The
heating system will be oil-fired hot air, ducted for the later addition of air conditioning.
All windows and skylights will be double-glazed and insulation will be maximized.

Thank you for giving this proposal your immediate attention. | will be pleased to
provide any additional information you may require.

Very truly yours,
Gerald A Jackson
Gerald A. Jackson

GAJ/ch

Enclosures: architect’s drawings
specifications
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Types of Proposals 345

FIGURE 18.2

A research
proposal (memo
format)
MEMORANDUM

To; James Granger, Vice President, Marketing and Research Division

From: Anne Hickett, Analyst, Marketing and Research Division . %.

Date: March 4, 20xx

Subject: - Report Proposal Regarding the South Dennis Lacation

Proposed Study

In answer to your March 2 request for a research report due May 10, | propose to <4——= Opens with general

study the ongoing problem of low employee morale at our Foodstuff Supermarket in description of the

problem and a

South Dennis. Following are the spegifications:
proposed study

Statement of Problem

During my two years as a part-time employee at Foodstuff, | worked at a location

with similar problems. | have witnessed firsthand the high turnover and general 4——= Describes the
employee dissatisfaction over the work situation and store management policies. problem in detail, as
Because we have heard continuing complaints about management-employee well as the writer’s

relations at the South Dennis location, including from top management, | propose qualifications

to research the situation and offer potential solutions.

Scope of Proposed Study
My study will explore the following issues:

1. An assessment of the efficiency of Foodstuff’s South Dennis management by drawing
parallels and contrasts between the actual management operation and principles of 4——= Details overall
effective management that | will identify and collect from my secondary sources. scope of study

2. A consideration of the direct or indirect effects that any management problem
might have on employee morale.

3. An assessment of the management’s effectiveness in employee motivation.

4. An assessment of the role of effective communication in all management—employee
relations.

Methods and Data Sources

My secondary research will include library resources on the topic of management, 4———=Details specific
as well as reliable Web resources. Primary research will include personal observation approaches to
at the South Dennis site, which | will visit next Thursday; a survey (see attached) to the research
be distributed to all of the South Dennis management and employees; and
interviews with both employee and management representatives at the South
Dennis location. All conclusions and any recommendations for positive change will
be based on the collected evidence in my report.

If you have any further questions, | will be happy to discuss this proposal with you at “——=Encourages reader
your convenience. acceptance
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346 CHAPTER 18 Proposals

View the Sales proposals may be ranked by a committee. Sales proposals can be cast as letters if

:&Zﬁ:ﬁ;m,ab the situation calls for them to be brief. If the situation requires a longer proposal,
include the various parts and elements of formal proposals. A successful sales
proposal persuades customers that your product or service surpasses those of
any competitors. What you include in a sales proposal is determined by the guide-
lines from the client or by a thorough analysis of the kinds of information your
audience needs.

Figure 18.3 is an example of a solicited, informal sales proposal, in which the
writer explains why her machinery is best for the job, what qualifications her
company can offer, and what costs are involved. As with Figure 18.1, because this
document is addressed to external readers, it is cast as a letter. For specific advice
on how to approach sales proposals, read the annotations accompanying Figure
18.3 and see the Strategies for Proposals on pages 349-350.

ORGANIZATIONOF INFORMAL
AND FORMAL PROPOSALS

Follow a problem- No matter the type, all proposals must move. in a logical direction from problem/

‘:‘gsl‘;tlij’t?oﬁr:aitt;’::rilon' situation to solution/resolution. All effective proposals typically include a clear
title or subject line; background information; a statement of the problem or situa-
tion; a description of how to solve the problem or resolve the situation; a break-
down of costs, timing, or qualifications (if applicable); and a conclusion that induces
readers to act.

Include front matter Formal proposals typically require front matter including a-title page,
iggd‘z’;’ matter as table of contents, abstract or executive summary, and possibly a letter of trans-

mittal. End matter would include appendixes and a list of sources cited (if the
formal proposal has entailed research, which it usually will). For more infor-
mation on these components, see Chapter 17 (pages 321-324); front matter
and end matter are presented in the same way in a formal proposal as in a for-
mal report.

Clear Title or Subject Line

Clearly announce State the proposal’s purpose with a clear and complete title, such as “Recommended

your proposal Wastewater Treatment System for the MudPie Resort and Spa” (for a formal
proposal) or a subject line (in an informal proposal). Avoid being vague or overly
general. An overworked decision-maker facing a stack of proposals might very well
decide that one that lacks a clear, focused title or subject line probably will be unclear
and unfocused in its content.
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347

Modern Landscaping
23-44 18th Street
Sunnyside, NY 11104

October4, 20xx

Martin Haver
35-66 114th Avenue
Jamaica, NY 11107

Subject: Proposal to Dig a Trench.and Move Boulders at Bliss Site
Dear Mr. Haver:

I've inspected your property and would be happy to undertake the landscaping
project necessary for the development of your farm.

The backhoe | use cuts a span 3 feet wide and can dig as deep as 18 feet—more

than an adequate depth for the mainline pipe you wish to lay. Because this backhoe is on
tracks rather than tires and is hydraulically operated, it is particularly efficientin moving
rocks. | have more than twelve years of experience with backhoe work and have
completed many jobs similar to this one.

After examining the huge boulders that block access to your property, | am
convinced they can be moved only if | dig out underneath and exert upward
pressure with the hydraulic ram while you push forward on the boulders with your
D-9 Caterpillar. With this method, we can move enough rock to enable you to farm
that now inaccessible tract. Because of its power, my larger backhoe will save you
both time and maney in the long run.

This job should take 12 to 15 hours, unless we encounter subsurface ledge
formations. My fee is $200 per hour. The fact that | provide my own dynamiting crew
atno extra charge should be an advantage to you because you have so much rock
to be moved.

Please phone me any time for more information. I'm sure we can do the job
economically and efficiently.

Sincerely yours,

Sharnon Jngram

Sharon Ingram

<

<

<

<

<

.

FIGURE 18.3
A sales proposal

—= Describes the
subject and purpose

+—e Gives the writer’s
qualifications

—e Explains how the
job will be done

—e Maintains a
confident tone
throughout

—e Gives a qualified
cost estimate

r—e Encourages reader
acceptance by
emphasizing
economy and
efficiency
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CHAPTER 18 Proposals

Background Information

Provide your readers A background section can be brief or long. In Figure 18.1, the writer’s opening

‘é‘g:":etﬁ':kgro”"d sentence (“As we discussed in our meeting on March 6 . . .”) provides a quick
reminder of the context for the project. This sentence is brief because the reader is
already familiar with the project. For a new audience or in an unsolicited proposal,
you may need to provide a longer paragraph (or in the case of a formal proposal, a
full introduction) with background information on the project. If the topic
warrants, the background section may take up several pages.

Statement of Problem or Situation

Clearly describethe ~ The problem or situation and its resolution form the backbone of any proposal.
problem or situation  Dyegcribe the problem or situation statement in either the background portion of
your proposal or in'its own-headed section. For example, a good statement of the
problem or situation might be: “Complaints about noise in our college library
call for a plan that will make areas of the library quiet enough for serious study.”

Description of Solution or Resolution

Fully explain how The bulk of the proposal should map out your plan to solve the problem or
;?;’bﬂi: ;‘: fgsl‘éfvghe resolve the situation. Include in this section as much detail as needed for your
the situation audience to evaluate the soundness of your plan. If the plan is vague or unrealistic,

the proposal will be rejected.

Costs, Timing, and Qualifications

Spelloutany If your proposal involves financial outlay, timing sensitivity, or proof of your qual-
‘::;;'Z‘;'aﬁrﬁ.l:w;i‘é'ng ifications, provide separate sections dealing with these factors. Make sure that your
expertise breakdown of costs and timing is accurate, easy to understand, and realistic. If you

work with an accountant or other financial specialist, ask that person to check
your cost figures. If the proposal is solicited, make sure you follow the client’s
guidelines for establishing a budget and/or schedule.

Conclusion
End with a call The conclusion reaffirms the need for your plan and induces the audience to act.
to action A conclusion does not need to be more than a sentence or two in an informal

proposal (longer, of course, in a formal proposal), but no matter the length,
always end on a strong note, with a conclusion that is assertive, confident,
and encouraging.
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Organization of Informal and Formal Proposals 349

STRATEGIES
for Proposals

» Consider your audience and purpose. Remember that your audience consists of
decision-makers; therefore, the purpose of any proposal must be to convince the
decision makers to say yes to what you propose.

» Understand the audience’s needs. The proposal audience wants specific
suggestions to meet their specific needs. Their biggest question will be “What
will this plan do for me?” Make your proposal demonstrate a clear understanding
of the audience’s problem or situation, and then offer an appropriate solution
or resolution.

» Perform research as needed.” To-make your plan convincing, do your research.
For example, you might research the very latest technology for solving a problem
or resolving a situation; compare the costs, benefits, and drawbacks of various
approaches; contact others in your field for their suggestions; find out what
competitors are up to; and so on.

» Be sure to credit information sources and contributors. Complex proposals
rarely emerge from thin air, and proposals are often a result of a team effort.
If anything in your proposal represents the work or input of others, document
the sources or acknowledge fellow contributors.

v

Use an appropriate format. For an informal proposal distributed-internally, use
email or memo format. For an informal proposal distributed externally; use letter
format. For a formal proposal, include all the required components, including a
title page, table of contents, abstract or executive summary, introduction, body,
and conclusion. If applicable, include a letter of transmittal and appendixes.

v

Provide a clear title or subject line and background information. Draw readers
into your proposal with a title or subject line that describes the content of
the proposal exactly, and orient your readers with the appropriate background
information.

v

Follow a problem-to-solution or situation-to-resolution organizational pattern.
All proposals should move in this sequence from beginning to end.

v

Spell out the problem (and its causes) or situation clearly and convincingly.
Provide enough detail for your audience to appreciate the importance of the
problem or situation. Answer the implied question, “Why is this such a big deal?”

v

Point out the benefits of solving the problem. Answer the implied question,
“Why should we spend time, money, and effort to do this?”

v

Offer a realistic solution or resolution. Stick to claims or assertions you can
support. Answer the implied question, “How do we know this will work?” If the
solution or resolution involves accounting for costs, budgeting time, or proving
your qualifications, include this information.

>
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350 CHAPTER 18 Proposals

STRATEGIES continued

» Address anticipated objections to your solution. Decision makers typically
approach a proposal with skepticism, especially if the project will cost them
money and time. Answer the implied question, “Why should we accept the things
that seem wrong with your plan?”

v

Include all necessary details, but don’t overload. Include as much supporting
detail as you need to induce readers to say yes to your proposal. Leave nothing to
guesswork. At the same time, don’t overload your readers with information that is
not directly relevant.

v

Write clearly and concisely. Make sure your document is easy to read, uses action
verbs, and avoids puffed-up language or terms that are too technical for your audience.
If necessary for a mixed audience with differing technical levels, include a glossary.

v

Express confidence. You are trying to sell yourself, your ideas, or your services to a
skeptical audience. Be up front about the supporting facts (“For the third year in a
row, our firm has been ranked as the number 1 architecture firm in the Midwest”)
and state your case directly (“We know you will be satisfied with the results”).

» Make honest and supportable claims. Because they often involve large sums of
money, investments of time, and contractual obligations, proposals require a
solid ethical and legal foundation. False promises not only damage the writer’s or
company’s reputation but also invite lawsuits. If the solutions you offer have lim-
itations, make sure you say so.

v

Induce readers to act. Decide exactly what you want readers to.do, and give reasons
why they should be the ones to act. In your conclusion, answer the implied
question, “What action am I supposed to take?”

A SAMPLE FORMAL PROPOSAL

Figure 18.4 has been written because a state university's newspaper is struggling to
meet rising costs. The paper’s yearly budget is funded by the Student Fee Allocation
Committee, which disburses money to various campus organizations. Because of
drastic budget cuts for all state schools, the newspaper has received no funding
increase for three years. Bill Trippe, the Torch’s business manager, must justify a
requested increase of 20.6 percent for the coming year’s budget.

Before drafting his proposal, Bill constructed a detailed profile of his audience and
purpose: he determined that the primary audience (the Allocation Committee) would
use the document as perhaps the sole basis for deciding whether to grant the additional
funds, and that his primary purpose must be to provide a convincing rationale. To
achieve his goal, he has included a detailed plan for reducing existing operating costs, a
section outlining next year’s projected costs, and an appendix comparing the Torch’s
performance with that of other nearby college newspapers. All these materials demon-

strate how Bill has anticipated his audience’s possible objections.
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FIGURE 18.4

A formal
proposal
The SMU Torch
0ld Westport Road
North Dartmouth, Massachusetts 02747
May 1, 20XX
Charles Marcus, Chair
Student Fee Allocation Committee
Southeastern Massachusetts University
North Dartmouth, MA 02747
Dear Dean Marcus:
No one needs to be reminded about the effects of increased costs on our <——= Letter of transmittal
campus community. We are all faced with having to make do with less. provides additional
context and
persuasion

Accordingly, we at the Torch have spent long hours devising a plan to cope with
increased production costs—without compromising the newspaper’s tradition
of quality service. | think you and your colleagues will agree that our plan is
realistic and feasible. Even the “bare-bones” operation that will result from our
proposed spending cuts, however, will call for a $7,710.27 increase in next
year's budget.

We have received no funding increase in three years. Our present need is
absolute. Without additional funds, the Torch simply cannot continue to function
as a professional newspaper. | therefore submit the following budget proposal
for your consideration.

Respectfully,

William Trippe
Business Manager, SMU Torch
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352 CHAPTER 18 Proposals

FIGURE 18.4
(Continued)
Provides — A Funding Proposal
a clear title for
The SMU Torch
{20XX-XX)

Prepared for
The Student Fee Allocation Committee
Southeastern Massachusetts University
North Dartmouth, Massachusetts

by
Writer, affiliation, e—1— William Trippe
and date always Torch Business Manager
appear on the title
page
May 1, 20XX
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FIGURE 18.4

ii (Continued)
TABLE OF CONTENTS
PAGE
LETTER OF TRANSMITTAL . ... oo il
INFORMATIVE ABSTRACT iv
INTRODUCTION . v 1
Overview ... ... .. .. ... ... i o0

Background . ... ... .. ...l

Statement of Problem o .1 <4——= Table of contents
orients readers and
L R 2 demonstrates
proposal’s structure
Scope . 2
PROPOSED PLAN e 2
Methods .. ... .. . .. 2
CoSts 3
Feasibility .. . 5
Personnel ... ... . . . .. . 5
CONCLUSION . 5
APPENDIX (Comparative Performance) .. ................................ 6
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FIGURE 18.4

(Continued) Funding Proposal iv

INFORMATIVE ABSTRACT

Abstract accurately e——» The SMU Torch, the student newspaper at Southeastern Massachusetts
ggiiﬂf::ﬁtes gntire University, is crippled by inadequate funding, having received no budget
increase in three years. Increased costs and inadequate funding are the major
problems facing the Torch. Increases in costs of technology upgrades and in
printing have called for cutbacks in production. Moreover, our low staff salaries
are inadequate to attract and retain qualified personnel. A nominal pay increase
would make salaries more competitive.

Our staff plans to cut costs by reducing page count and by hiring a new press

for the Toreh’s printing work. The only proposed cost increase (for staff salaries)
is essential.

A detailed breakdown of projected costs establishes the need for a §7,710.27

budgetincrease to keep the paper a weekly publication with adequate page
count to serve our campus.

Compared with similar newspapers at other colleges, the Torch makes much
better use of its money. The comparison figures in the Appendix illustrate the
cost-effectiveness of our proposal.
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FIGURE 18.4

Funding Proposal 1 (Continued)
INTRODUCTION
Overview 4——> Opens with an
. . overview of the
Our campus newspaper faces the contradictory challenge of surviving situation
ever-growing production costs while maintaining its reputation for quality. The
following proposal addresses that crisis. This plan’s ultimate success, however,
depends on the Allocation Committee’s willingness to approve a long-overdue
increase in the Torch's upcoming yearly budget.
Background
In ten years, the Torch has growniin size, scope, and quality. Roughly 6,000 4—1— Provides relevant
copies (24 pages/issue) are printed weekly for each fourteen-week semester. background
Each week, the Torch prints national and local press releases, features,
editorials, sports articles, announcements, notices, classified ads, a calendar
column, and letters to the editor. A vital part of university life, our newspaper
provides a forum for information, ideas, and opinions—all with the highest
professionalism. This year we published a Web-based version.as well.
Statement of Problem
With much of its staff about to graduate, the Torch faces next year with rising 4——= Describes the
costs in every phase of production, and the need to replace outdated and worn problem concisely

equipment.

Our newspaper also suffers from a lack of student involvement: Despite gaining
valuable experience and potential career credentials, few students can be
expected to work without some kind of remuneration. Most staff members do
receive minimal weekly salaries: from $20 for the distributor to $90 for the
Editor-in-Chief. But salaries averaging barely $3 per hour cannot possibly
compete with the minimum wage. Since more and more SMU students must
work part-time, the Torch will have to make its salaries more competitive.

The newspaper’s operating expenses can be divided into four categories:
hardware and software upgrades, salaries, printing costs, and miscellaneous
(office supplies, mail, and so on). The first three categories account for nearly 90
percent of the budget. Over the past year, costs in all categories have increased:
from as little as 2 percent for miscellaneous expenses to as much as 19 percent
for technology upgrades. Printing costs (roughly one-third of our total budget)
rose 9 percent in the past year, and another price hike of 10 percent has just
been announced.
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FIGURE 18.4
(Continued) Funding Proposal 2
Need
Proposes a logical e——» Despite growing production costs, the Torch has received no increase in its
solution to the yearly budget allocation ($37,400) in three years. Inadequate funding is virtually
problem based on -
evidence crippling our newspaper.
Scope
Previews the plan e The following plan includes
before getting into 1. Methods for reducing production costs while maintaining the quality of our staff
the details \ . . .
2. Projected costs for technology upgrades, salaries, and services during the
upcoming year
3. A demonstration of feasibility, showing our cost-effectiveness
4. A summary.of attitudes shared by our personnel
PROPOSED PLAN
This plan is designed to trim operating costs without compromising quality.
Methods
ltemizes realistic =~ *~—» We can overcome our budget and staffing crisis by taking these steps:

ways to save money

and retain staff Reducing Page Count. By condensing free notices for campus organizations,

abolishing “personal” natices, and limiting press releases to one page, we can
reduce page count per issue from 24 to 20, saving nearly 17 percent in
production costs. (Items deleted from hard copy could be linked as add-ans in
the Torch's Web-based version.)

Reducing Hard-Copy Circulation. Reducing circulation from 6,000 to 5,000 copies
barely will cover the number of full-time SMU students, but will save nearly 17
percentin printing costs. The steadily increasing hits on our Web site suggests
that more and more readers are using the electronic medium. (We are designing
a fall survey that will help determine how many readers rely on the Web-based
version.)

Hiring a New Press. We can save money by hiring Arrow Press for printing.
Other presses (including our present printer) bid at least 25 percent higher than
Arrow. With its state-of-the art production equipment, Arrow will import our
"camera-ready” digital files to produce the hard-copy version. Moreover, no
other company offers the rapid turnover time {frem submission to finished
product) that Arrow promises.
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FIGURE 18.4
Funding Proposal 3 (Continued)

Upgrading Our Desktop Publishing Technology. To meet Arrow’s specifications
for submitting digital files, we must upgrade our equipment. Upgrade costs will
be largely offset the first year by reduced printing costs. Also, this technology
will increase efficiency and reduce labor costs, resulting in substantial payback
on investment.

Increasing Staff Salaries. Although we seek talented students who expect little
money and much experience, salaries for all positions mustincrease by an
average of 25 percent. Otherwise, any of our staff could earn as much money
elsewhere by working only a little more than half the time. In fact, many students
could exceed the minimum wage by working for local newspapers. To illustrate:
The Standard Beacon pays $60 to $90 per news article and $30 per photo; the
Torch pays nothing for articles and $6 per photo:

A striking example of low salaries is the $4.75 per hour we pay our desktop
publishing staff. Our present desktop publishing cost of $3,038 could be as much
as $7,000 or even higher if we had this service done by an outside firm, as many
colleges do. Without this nominal salary increase, we cannot possibly attract
qualified personnel.

Costs 4——s Provides detailed
T . L ) breakdown of
Qur prppnsed bL!dgl?t is m?mlzed in Table.1, bytthe me?m pointis clear: If the costs—the central
Torchis to remain viable, increased funding is essential. issue in the
tuati

Table 1 Projected Costs and Requested Funding for Next Year's Torch Budget pryation
PROJECTED COSTS
Hardware/Software Upgrades
Macintosh G5 (1.8 GHz) Processor $2,494.98
23-inch Apple™ HD Display (w/rebates) 1,499.98
LaCie™ 160 GB 7200 RPM USB Hard Drive 219.99
Olympus™ Stylus 410 4MP Digital Camera 349.99
Mikrotek™ ScanMaker 6100 Pro 299.99
Extensis™ Photo Imaging Suite 499.98
Microsoft™ Office 2007 Professional-Upgrade 289.97
QuarkEXPress™ 6 software {discounted) 729.97
Adobe™ Photoshop™ CS-Upgrade 169.97
Adobe™ lllustrator™ CS-Upgrade 169.99
Macromedia™ Dreamweaver™ MX2004-Upgrade 199.98

Subtotal $6,924.79
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FIGURE 18.4
(Continued) Funding Proposal 4

Wages and Salaries

Desktop-publishing staff (35 hr/wk at $6.00/hr x 28 wk) $5,880.00
Editor-in-Chief 3,150.00
News Editar 1,890.00
Features Editor 1,890.00
Advertising Manager 2,350.00
Advertising Designer 1,575.00
Webmaster 2,520.00
Layout Editor 1,890.00
Art Director 1,260.00
Photo Editor 1,890.00
Business Manager 1,890.00
Distributor 560.00

Subtotal $26,745.00

Miscellaneous Costs

Graphics by SMU art students (3/wk @ $10 each) $ 840.00
Mailing 1,100.00
Telephone 1,000.00
Campus print shop services 400.00
Copier fees 100.00

Subtotal $3,440.00
Fixed Printing Costs (5,000 copies/wk x 28/wk) $24,799.60
TOTAL YEARLY COSTS $61,909.39
Expected Advertising Revenue ($600/wk x 28 wks) ($16,800.00)
Total Costs Minus Advertising Revenue $45,109.39
TOTAL FUNDING REQUEST $45,109.39
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FIGURE 18.4

Funding Proposal 5 (Continued)
Feasibility
Beyond exhibiting our need, we feel that the feasibility of this proposal can be <4——= Assesses probability
measured through an objective evaluation of our cost-effectiveness: Compared of success

with newspapers at similar schools, how well does the Torch use its funding?

In‘a survey of the four area college newspapers, we found that the Torch—by a
sometimes huge margin—makes the best use of its maney per page. Table 1A in
the Appendix shows that, of the five newspapers, the Torch costs students the
least, runs the most pages weekly, and spends the least money per page,
despite a circulation two to three times the size of the other papers.

The Torch has the lowest yearly cost of all five newspapers, despite having the
largest circulation. With the requested budget increase, the cost would rise by
only $0.88, for a yearly cost of $9.00 to each student. Although Alden College’s
newspaper costs each student $8.58, it is published only every third week,
averages 12 pages perissue, and costs more than $71.00 yearly per page to
print—in contrast to our yearly printing cost of $55.65 per page. As the figures in
the Appendix demonstrate, our cost management is responsible and-effective.

Personnel
The Toreh staff is determined to maintain the highest professionalism. Manyare “4—— Addresses
planning careers in journalism, writing, editing, advertising, photography, Weh L’?ggg?)?}tni:f”e
design, or public relations. In any Torchissue, the balanced, enlightened

coverage is evidence of our judicious selection and treatment of articles and
our shared concern for quality.

CONCLUSION

As a broad forum for ideas and apinions, the Torch continues to reflect a <4——= Reemphasizes need
seriousness of purpose and a commitment to free and responsible expression. :‘r:lttiioele_lncourages
Its role in campus life is more vital than ever during these troubled times.

Every year, allocations to student organizations increase or decrease based on
need. Last year, for example, eight allocations increased by an average of
$4,332. The Torch has received no increase in three years.

Presumably, increases are prompted by special circumstances. For the Torch,
these circumstances derive from increasing production costs and the need to
update vital equipment. We respectfully urge the Committee to respond to the
Torch's legitimate needs by increasing next year's allocation to $45,109.39.
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FIGURE 18.4
(Continued) Funding Proposal 6
APPENDIX (Comparative Performance)
Table 1A Allocations and Performance of Five Local College Newspapers
Stonehorse Alden Simms Fallow
College College University State SMu
Appgndix provides e——» Enrollment 1,600 1,400 3,000 3,000 5,000
g?ﬁ'ﬁdc g';e;';ﬂ‘s’;"n"s Fee paid (per year) $65.00 $85.00  $3500  $50.00  $65.00
Total fee budget $104,000 $119,000 $105,000 $150,000 $325,000
Newspaper budget $18,300 $8,580  $36,179  $52,910 37,392
$45,109°
Yearly cost per student  $12.50 $8.58 $16.86 $24.66 $8.12
$9.002
Publication rate Weekly Everythird  Weekly Weekly Weekly
week
Average no. of pages 8 12 18 12 24
Average total pages 224 120 504 336 672
5602
Yearly cost per page $81.60 $71.50 $71.78  $157.47  $55.65
$67.12°

aThese figures are next year's costs for the SMU Tarch.

Source: Figures were quoted by newspaper business managers in April 20XX.
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J CHECKLIST
for Proposals

[l Have I identified whether my proposal is solicited or unsolicited, and have I
planned accordingly?

(0 Have I determined whether my proposal should be informal or formal?

[1 Have I identified whether my proposal is a planning, research, or sales proposal?
O Does my proposal follow a problem-solution or situation-resolution pattern?
[1 Have T done adequate research?

U Have I provided a clear title or subject line?

1 Is the problem or situation clearly identified in the introduction?

O Is the background section appropriate for this audience’s needs?

(1 Does the proposal maintain a clear focus on benefits?

[1 Is the proposed solution or resolution appropriate and realistic?

[ Is the cost, budget, and/or qualifications section accurate and easy to understand?
[1 Are my claims honest and supportable?

[0 Are all foreseeable limitations identified?

[1 Are visuals, if needed, used effectively?

O Is my writing style clear, concise, and confident?

[1 Does the proposal end with a call to action?

APPLICATIONS

GENERAL APPLICATIONS

1. After identifying your primary and secondary audience, write a short planning
proposal for improving an unsatisfactory situation in the classroom, on the job, or
in your dorm or apartment (e.g., poor lighting, drab atmosphere, health hazards,
poor seating arrangements). Choose a problem or situation whose solution or res-
olution is more a matter of common sense and lucid observation than of intensive
research. Be sure to (a) identify the problem clearly, give a brief background, and
stimulate interest; (b) clearly state the methods proposed to solve the problem; and
(c) conclude with a statement designed to gain audience support.

2. Write a research proposal to your instructor (or an interested third party) request-
ing approval for your final term project (a formal analytical report or formal
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proposal). Verify that adequate primary and secondary sources are available. Con-
vince your audience of the soundness and usefulness of the project.

3. As an alternate term project to the formal analytical report (Chapter 17), develop a
long proposal for solving a problem, improving a situation, or satisfying a need in
your school, community, or job. Choose a subject sufficiently complex to justify a
formal proposal, a topic requiring research (mostly primary). Identify an audience
(other than your instructor) who will use your proposal for a specific purpose. Com-
plete an Audience and Purpose Profile,

TEAMAPPLICATION

Working in groups of four, develop an unsolicited planning proposal for solving a
problem, improving a situation, or satisfying a need in your school, community, or
workplace. Begin by brainstorming as a group to come up with a list of possible
issues or problems to address in your proposal. Narrow your list, and work as a
group to focus on a specific issue or idea. Your proposal should address a clearly
identified audience of decision makers and stakeholders in the given issue. Com-
plete an Audience and Purpose Profile.

GLOBAL APPLICATION

Compare the sorts of proposals regularly done in the United States with those
created in other countries. For example, is the format the same? Are there more
proposals for certain purposes in the United States than in another country? You
can learn about this topic by interviewing an expert in_international business
(someone you meet on the job, during an internship, or through your adviser). You
can also search the Web for information on international technical communication.
Describe your findings in a short memo that you will share with your classmates.

COMPUTER/WEB-BASED APPLICATION

Solicited proposals are usually written in response to a formal “request for proposal”
(RFP). Most RFEPs are available on the Web. For instance, the National Science Foun-
dation’s site <www.nsf.gov/funding> has links for all sorts of research funding
opportunities. There is a link for undergraduate students, for graduate students, for
K-12 educators, and for many program areas such as engineering, geosciences, and
so on. Go to this site, click on a link that interests you, and locate the RFP. Write a
memo to your instructor explaining why you are interested in this research and what
focus your proposal would take. For instance, you might have a good idea for a pro-
posal in response to the Research Experiences for Undergraduates (REU) RFP. What
topic would you choose and how would you make your best case?

PEARSON ™ For additional technical writing resources that will help you master the chapter objectives,
thI go to www.mytechcommlab.com.
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Email and Text

Messages

LEARNING OBJECTIVES FORTHIS CHAPTER

» Identify advantages of using email in the
workplace

» Determine if email is the correct form of
communication in a given situation

» Write a well-organized, stylistically appropriate
email

» Identify advantages and disadvantages of using
text messages in the workplace

» Conduct a successful workplace communication
using text messages

» Recognize basic issues about copyright and
privacy in digital communication
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Email

LET'S GET STARTED
Email

Cinink about how quickly most email messages are written and sent. Before read-

i 615 chapter, compose an email message to a professor whom you have never

3 or more information about a course that she or he is teaching next
semester. z}'der that the professor probably receives a lot of email, doesn’t

%with current students.

Questions to ask ab 1{5 ail you wrote as you review the material in this

chapter:
» What did [ write in the subje-'bt: l@
» [s my tone informal, formal, or in sz@

m

know you, an

» Is my request clear?

» Did I use any emoticons (such as smiley faces)? @ @
» What differences should be considered between an rﬁ’

@nt to a friend
and an email sent to a professor, potential employer, or ¢ r@ ?ployer?
wi

At the end of this chapter, review your initial Let’s Get Started email Y(@
structor or with a group of students, to see how much you might change or m O
the document based on what you have learned from the chapter. OO
~ v .

In the past, the bulk of everyday workplace correspondence occurred over the tele-
phone, face to face, or via printed documents such as memos and letters; today’s
workplace communication, however, occurs mostly in electronically mediated
form—usually via email. More recently, text messages, typically via cell phone, are
also used for shorter forms of communication. This chapter explores email and text
messages in detail.

Email has become the most common form of workplace communication, often
replacing paper memos and letters. Unlike paper documents,

Explore the Concept

with the Case Study
on Informational Emails
at mytechcommlab
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8 am Analyze the

mmm Workplace
Email at
mytechcommlab

The changing
character of email

Audience
considerations

Analyze the
Informal Email at
mytechcommlab

Purpose
considerations

®__ Analyze the
-::I Formal Email at
mytechcommlab
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Email is also useful when people are in different time zones or have different
working schedules: You can send an email at 2:00 a.M. if you are a night owl, and your
early-bird colleague can read it in the morning. Email also provides an electronic
paper trail for legal reasons or a record of ongoing conversation. Finally, @mail allows
people to include attachments=even scanned attachments of print documents—
thus replacing fax machines.

Email messages tend to be conversational and typically are used for routine,
simple messages, such as quickly letting a coworker know the status of a project
or asking your boss a simple question. Even writers who are extremely careful
with traditional paper correspondence sometimes ignore spelling and grammar
as they dash off various emails. However, as the uses for email broaden and as the
software evolves, workplace emails are starting to look more polished. Writers are
paying greater attention to style and correctness, and making their email look
more professional.

Audience and Purpose’of Email

Unlike paper documents, with email you have little control over the final audience.
You might send your message to only a small group, but because of easy forwarding,
your audience could turn out much larger. People also tend to be more casual and
off-the-cuff on email, sometimes more than in person; therefore, audience consider-
ations become crucial.

Suppose, for example, that after a long week of work on a particularly tough
engineering design project, you send a quick email to another manager. In your
message, you complain about one of the engineers not holding up his end. You
quickly press “Send” and head out for the weekend. At a Monday status meeting, you
are surprised to find that your message was forwarded to several other engineers.
Clearly, your original message was not intended for them, but—inadvertently or
deliberately—someone forwarded it along.

Be sure you understand a cardinal rule about email correspondence: Always
assume that your message will travel far beyond its intended recipient, and never
send anything private or confidential via email.

Email accomplishes various purposes: to schedule meetings, update team
members on a project, send simple memos in electronic form, and send attached
documents to colleagues both within and outside of an organization.

Always think carefully about whether email is the best medium for the given
message. If you want the message to be private or confidential choose another
medium. Also, consider sending a complex or important memo as a print docu-
ment because an electronic memo may be ignored when sent to full in-boxes.
Finally, do not attach highly formal documents (such as long reports, proposals, or
legal correspondence) to your email—unless your recipient has specifically
requested such an attachment.

valid subscrption date represents a copynght violation


amsha
Highlight

amsha
Highlight

amsha
Highlight


Y an icon or
attachment” below the heading guide) takes the place of an enclosure notice;

and the sender’s contact information f
W (e.g., “Sincerely, Lynn”) at email’s end provides a

Like any other workplace document,

transitions between

R take action (such as,

“please send me back your thoughts™). 5
5.

Figure 19.1 illustrates the components and organization of a standard work-

place email.

Workplace email
style

well as text-message style abbreviations Explare the Concept
¢ like) and emoticons (facial expressions, such as smiley D}’;‘,‘;’n‘,';gfgf:aﬁ;“;’t"
faces, created using type). In addition, adopt a professional, respectful tone and  mytechcommiab
express complete thoughts. An email that is too casual (e.g., using such words as

“uh huh,” “whatever,” and “cool”) or is incomplete will undermine the writer’s

professionalism.

jargon f e,

essages that will

) Workplace email
or excludes some potential readers, o not forward a ©tiquette
particularly sensitive email without permission, edit a forwarded email, or send
enormous attachments. Respond to an email as soon as possible.

Figure 19.2 shows an email that violates style and netiquette rules. Although the
writer and recipient are close personal friends in addition to their employee—

supervisor relationship, an email like this should never be written in the workplace.
(Text continues on p. 370.)
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FIGURE 19.1
A workplace
email

CHAPTER 19 Email and Text Messages

¥4 Inbox - Outlook Express

8¢

Reply

@ -

Create Mail

File Edit View Tools

Message  Help
| } - :
| T B B = D
Reply all Forward Pri Delete SendjRecy Addresses

Introductory
paragraph gets
right to the point

Body text clearly and *—
concisely explains
background details

Conclusion opens up *—
the message
to further action

Provides signature
block at the very end

of the email

Folders X

From Subject Received 7

5 Outlook Express
-6 Local Folders
.2 Inbox

-E3 Outbox

5 Sent Ttems
-3 Deleted tems

=] Harvey C. Keck Status of your contract Today 11:39 AM I

From; hckeck@Lamdet.com

To: rdurmas@comcast.net

CC: spkapoor@Lamdet.com
Subject: Status of your contract
Date: Sat., May 24, 20XX 2:25 p.m.

I wanted to let you know that we are very close to completing the paperwork
for your contract. We will be ready to send you the formal contract to arrive
at your home address in Amherst next Wednesday, May 28,

As you know, we have had to confirm a number of dates with preduction,
marketing, and the Web group, as all of these dates atfect the turnover-to-
production date listed in your contract, We have received confirmations
from all of these departments, and we have submitted the details for legal to
draw up the contract by Tuesday, at which time we will overnight it to you.

‘We are very much looking forward to working with you! Should you have
any questions about the contracts or about any other matters at any time,
please feel free to get in touch with me or, should I be away from my desk,
my assistant, Sanjit Kapoor, whom I've copied on this email.

Best,

Harvey C. Keck
Managing Editor
Lamdet Publishers, Inc.
Phone: (555)682-4493
Fax: (555)682-4441

Source: Outlook Express frame used with permission from Microsoft.
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Email

FIGURE 19.2
A workplace
email lacking

¥ Inbox - Outlook Express

File Edit View Tools Message Help

@ . 8 & o8 & y | W professional
Create Mail Reply Reply all Forward Print Delete SendfRecy | Addresses style and
_ netiquette

| Subject |
Usability study

Received /
Today 12:15 PM |

From

Y Frank Mehlinger

I Folders~ X
Isﬂ Outlook Express

-6 Local Falders
@ Inbox
@3 Outbox
L. sent Items
{3 Deleted Items

From: fmehlinger@cem.com

To: mlange@ccm.com

Date: January 23, 20XX 10:15a.m.
Subject: You've got to be kidding
[ usability study

Mitch-man!
T'm really peeved about my annual review, and if you thought I wouldn't

say anything about it, you're crazier than me!

Imho, the part that really got to me was my performance on the usability.

study (it’s a huge file, but I attach it here for you to take another look-see).

T did most of the work on this and it came out great, but my review says I
wasn’t a “team player” on it. If anyone deserves the blame for not being
cooperative it’s Eileen, who I understand got a stellar annual review.

Dude, PLEASE TALK TO ME ABOUT THIS. I can’t sign off on it when I
think it’s just crazy wrong.

Bummed :(
Your bud Frank

<

‘—

<—

— Uses unclear,
informal, and
flaming subject line

—= Addresses
supervisor too
informally and with
flaming remarks

—e Uses text-message
style abbreviation,
attaches overly large
file, and breaches
confidentiality

|—e Usesinformal
address and shouts at
the recipient by using
all capital letters

—e Uses an
inappropriate closing

Source: Outlook Express frame used with permission from Microsoft.
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CHAPTER 19 Email and Text Messages

Not only does the message in Figure 19.2 have legal implications in terms of the
writer’s job performance and future employment, but it also violates another
dentiality. It is also much too informal for any workplace document.

STRATEGIES
for Email

» Consider your audience. If you are writing to a customer, client, or superior in
your:organization, use a more formal tone with a coworker or immediate super-
visor. If you know your recipient well, use an informal salutation (“Hello”) and
an informal closing (“Regards,” “Best”). However, for someone you don’t know or
someone in authority, use a formal salutation (“Dear Dr, Gomez”) and a formal
closing (“Sincerely”).

v

Consider your purpose. Don’t use email when a more personal medium is
preferable. Sometimes an.ssue is best resolved by talking face-to-face, making a
phone call, or even just leaving a voice mail. Don’t use email to apply for or
resign from a job, send a thank-you letter following a job interview, request a
raise, respond to a formal letter, or respond to something that may have legal
implications.

v

Consider confidentiality. Email is not the medium for sending legal documents,
confidential company files, or anything else that should remain private. Also, be-
fore forwarding a message, obtain permission from the sender, who may have in-
tended the message for you only.

v

Assume that your email is permanent and readable by anyone at any time.
“Forensic software” can find virtually any file that has been deleted, so don’t make
promises you cannot keep or expect anything else you say to disappear forever.

v

Write a clear subject line. Instead of “Test Data” or “Data Request,” be specific:
“Request for Beta Test Data for Project 18.” This line helps recipients decide
whether or not to read the message immediately, and it helps for filing and future
reference.

v

Use appropriate formatting. Provide a brief introduction, details in the body,
and a conclusion. Use bullets, headings, numbered lists, italics, and other format-
ting features to make your message easy to read.

v

Keep it short. Readers are impatient and don’t want to scroll through long
screens of information. If you must send a complex message, keep longer details
in an email attachment.

v

Use informal language, emoticons, and abbreviations sparingly. Even in an in-
formal message, use proper spelling, grammar, and mechanics (avoid using only
lower case letters or all capital letters). Emoticons should be used only in informal

-»>
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Text Messages

STRATEGIES continued

messages to coworkers or people you know very well. The same goes for common
abbreviations (FYI, ASAP, OMG).

nd with a signature block. In most cases, include the name and address of your
mzatmn or department, your telephone and fax number, and other contact
ion by using an automatic signature block.

> Proo roughly before hitting “send.” Every message reflects your image,
so dou l mail with your name on it. Also be careful that the email
goes only to d recipients.

» Observe netiquette. ur emails daily and reply in timely fashion; give
email recipients reasona e € reply to your emails; avoid flaming (angry or
personal attacks) and sexist or b anguage, do not edit forwarded emails
without the sender’s pern‘ussnon, send large attachments.

email, text Advantages of

workplace text
messages

. en you send a text, 1t 1s received almost immediately.
mong popular for personal communi-
cation, texting has recently become common in the workplace for short, quick
exchanges (e.g., to let someone know you'll be late for a meeting or tell a colleague

your plane has landed). Although few rules govern the use of texting on the job,
many companies recognize the value of short, instantaneous messages and are

increasingly accepting the text message as legitimate communication.
also called - or® )

allow for text-based conversations in real time, using a computer or tablet (iPad, for
example) instead of a cell phone. The user types a message into a po
other interface, and the recipient can respond instantly.

Audience
considerations

short questions or notifications. But keep in mind that most people receive text
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CHAPTER 19 Email and Text Messages

messages on their personal cell phone number and may be charged a fee per
message, so only send text messages if the recipient has agreed to communicate
this way.
Purpose In most cases, defer to using email, which requires timely, but not instant and
cqnsiddrations rapid-fire responses.

STRATEGIES
for Text Messages

onsider your audience and purpose. Use texts to communicate with people
who are comfortable with this medium or who don’t mind texts interrupting
their work. Use texts for quick conversations on single topics that don’t require a
paper trail.

» Keep each text conversation separate. Stick to the topic at hand.

» Keep text messages short. Texting is more informal than email, so feel free to
use abbreviations, as long as everyone understands them:

» Stay connected if you are in the middle of a communication. Texting requires
you to stay connected until you complete your text conversation.-If you need to
end a conversation, alert the other people involved.

» Know when to end the conversation. Don’t digress. When you’ve exhausted the
topic, say goodbye.

» Observe applicable rules of netiquette. Avoid flaming and sexist or biased lan-
guage, maintain confidentiality, and respond to messages quickly.

COMPARING EMAIL AND TEXT MESSAGING

G
et when deci mg w 1ch one to use for a wor P ace

on, you may want to take a moment and more detailed com-
parison about ce, an.able 19.1 will help you compare
email and text messaging so you can choose the most appropriate tool for the
situation.

nd text
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Copyright and Privacy in Digital Communication

TABLE 19.1 When to choose a text message or an email

Writi tyle and content

Let someone know Brief, timely, to Text message (short, no

you'll be late for a the point need for permanent

meeting record)
Instructor/professor ~ Ask about your Brief, but polite Email (provides a

grade on a quiz record, is more

accessible because
most instructors don’t
give out cell numbers)

Your manager Indicate that you'd Business-like, to Email unless your
like to take a the point manager has
vacation day specifically requested

the use of texting

Coworkers Start a discussion Professional style Email, in most

about a new project and content instances
Customers or Send a thank Polite, with some Email (or even paper
clients you note detail letter)

Y

I

Because the various forms of digital communication discussed in this and the next
two chapters are often written quickly and distributed widely, you need to keep in

minmortance of copyright and privacy issues.
is

other words, copyright applies when an idea becomes recorded or written down or
otherwise fixed, as in a printed book, an email message, a Web site, or a recorded
piece of music.

In technical writing and communication, especially with digital communica-
tion, there are a few key aspects of copyright to be aware of. In the workplace, if you
are a full-time employee, most of what you write and create is typically owned by the
company. So be careful about posting material to a blog or Web site without first
obtaining permission from the company. Also, you may find a photograph or piece
of music or image on a Web site and think it’s the perfect visual for the report you are
writing. But unless your use is for educational purposes or the piece is clearly
marked as “copyright free” or “in the public domain,” you probably need to seek per-
mission to use the item. (See pages 399 and 459 for more on Fair Use.)

cts
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CHAPTER 19 Email and Text Messages

If you are unsure about the copyright status of a work, it’s best to consult with
a librarian or with the author of the material,

igi _lgl al’ communications also raise privacy issues. For example, avoid for-
* warding an email without checking with the sender first. Likewise, don’t forward

proprietary information (information that originates in your company) to
unauthorized recipients outside the company. Texts are not always archived, but
they can still be used to violate a sender’s privacy or a company’s confidential
information.

BEPREPARED FORTECHNOLOGY TO FAIL

Digital communication is “virtual” and can therefore disappear temporarily or

U permanently when technology fails. Before the advent of the Internet, paper copies
and written notes allowed for a permanent record. Barring some disaster, once
something was recorded, a physical document would be retrievable from the file
cabinet.

Today we often rely—perhaps too much—on technology to preserve every-
thing for us. However, computer crashes, server failures, faulty flash drives, and
viruses compromise the permanence of virtual communications. So, have a
backup plan. Use email rather than texts to record important ongoing conversa-
tions, and print out or back-up all digital work to an external hard drive or server
routinely. Don’t rely on continuous access to the Internet. Along with regular
electronic backups, make regular print copies, too.

$ CHECKLIST
for Email and Text Messages

EMAIL

[ Have I determined if email is the best medium in this situation?
[0 Did I write a clear subject line?

[ Have I kept my message short and to the point?

O Have I included a brief introduction, details in the body, a conclusion, and a
complimentary closing and signature block?

L1 Is my email appropriately informal or formal, depending on my audience?

[0 Have I used emoticons, abbreviations, and text-speak sparingly (or not at all
in a formal email)?

[J Does my email follow all the rules of netiquette?

-»>
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Be Prepared for Technology to Fail

CHECKLIST continued

[0 Have I maintained confidentiality?

L1 Did I proofread my email and check the distribution list before sending?

TEXT.MESSAGES

U Have I'determined if text messaging is the best medium in this situation?
00 Have T kept my message very short and on topic?

[ Have I remained connected throughout the conversation?

O Did I conclude the topie when appropriate?

[1 Have I observed the rules of netiquette that apply to text messaging?

APPLICATIONS

GENERAL APPLICATIONS

1. Choose a topic and an audience, and write an email complaining about something
that bothers you, written in a way that follows proper email format, includesall the
required components, and avoids flaming.

2. Do some online research to learn how corporations are using text messaging for
workplace communication. Write a brief recommendation report, arguing that
your company or organization or department (you can invent a company or or-
ganization if you are not currently on the job) should or should not allow text
messaging.

TEAM APPLICATION

Work with a team to write a collaborative version of the complaint email
(Application 1, in General Applications).

GLOBAL APPLICATION

Copyright and privacy are subject to the laws of a country or region. The Internet and
other technologies complicate matters because data can easily travel around the world
without regard for borders. The World Intellectual Property Organization (WIPO) is
an international group that oversees the global implications of intellectual property
issues. (You can learn more about WIPO by visiting its Web site at <www.wipo
.org>.) If you can, talk to a communication professional who deals with international
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CHAPTER 19 Email and Text Messages

audiences. Ask about any difficulties the person has encountered with copyright or
privacy. Review the WIPO Web site with this professional, and ask how the informa-
tion on this site might affect the way she or he would write, design, and distribute var-
ious digital communications.

COMPUTER/WEB-BASED APPLICATION

Work collaboratively in teams of two and discuss a workplace situation in which
text messaging would be appropriate. If you have cell phones with you (and won’t
incur any charges), exchange a series of messages about this situation, following
the strategies.in this chapter.

FEARSON ™ For additional technical writing resources that will help you master the chapter objectives,
t I go to www.mytechcommlab.com.
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CHAPTER OUTLINE

LET'S GET STARTED: Blogs, Wikis,
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Corporate Wikis 38171

Social Networks 381

sTRATEGIES for Blogs, Wikis, and
Social Networking 383

cHeckLisT for Blogs Wikis, and
Social Networking 383
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LEARNING OBJECTIVES FORTHIS CHAPTER

» Differentiate between internal and external blogs

» Understand how to write for blogs and wikis

» Recognize the difference between social networking
for personal use and for workplace use

» Understand how to use social networking for
workplace communication

» Identify social networking sites specific to job
search and career advancement

» Understand appropriate ways of presenting
yourself on social networks

Printed by seu student (5120000508 @seu edusa)on 10/22/2013 from 37 107 autborzedto e yp
valid subscrption date repred




CHAPTER 20 Blogs, Wikis, and Social Networks

LET'S GET STARTED
Blogs, Wikis, and Social Networks

Blogs, wikis, and social networks can be useful tools to help companies and other

OO organizations stay in touch with customers and reach potential new employees.
O Think of a group you are involved with—a club, a volunteer organization, a study
.y/\ “group, a part-time or full-time job—and, in teams of three people, compile a list

/ ideas about how you might use a blog, wiki, or social network to increase visi-

ili your organization.

Quesﬁon@k include the following;

» Why would Q og? A wiki? A social network?

» Which social netw:zl@:eb ok? LinkedIn?) would make sense?

» What tone and style shoul& e when writing for these sites?

» Should we include visuals? &
At the end of this chapter, review your initi ’s Get Started list with your
instructor to see how much you might change or our initial strategy based

on what you have learned here.

ry,

Advantages of blogs,
wikis, and social
networking

to see the benefits of launching their own blogs to share information and bring people
together. Corporate blogs play an increasing role in mainstream workplace communi-

Watch the Video cation. -
on External Blogs -
at mytechcommlab n s (to

people to each othe ¢ interested in (hobbies, products, volun-
teer organizations). Social networking, which began as a way for students and friends
to stay in contact, has turned into a popular and powerful way for companies to stay in
touch with customers and for people to connect about jobs and careers.

INTERNAL CORPORATE BLOGS

How a blog can Internal corporate blogs enhance workflow and morale.
enhance a
company's internal :
conversation Anyone in the network can post a message or comment on other messages. In the
blogging environment, meetings can be conducted without the time and location
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External Corporate Blogs

constraints of face-to-face meetings. Employee training can be delivered, and
updates about company developments can be circulated. Blogs are especially use-
ful for collaborating. For example, someone in a company’s engineering depart-
ment can create a forum to discuss various solutions to a technical problem.

EXTERNAL CORPORATE BLOGS

, external blogs facilitate customer feedback on products and

How a blog can
enhance a
ompany's public
conversation

Services,

1ably and quickly to customer
concerns, and to allow customers to provide ideas and feedback. Tone, of course, is
critical in a corporate blog; it needs to sound friendly, welcoming, and sincere.
Figure 20.1 is a corporate blog from Marriott hotels. The most prominent fea-
ture on the page, as on any blog, is the daily post, featuring a dated news item directly

Marriott - k t on the Move - Bill Marr Windows Internet Explorer =)
6;\ - |w hitp:jvewws.blogs. marriott .comf C izl X [Lve se e
3 2 »

w ® ‘WM.M-NUMHHMM'HWSM - B - @ - [rPage - (G Took -

Search this Blog

Featured Post

Now Is a Great Time to Visit Our Marriott Hotels in Mexico 4 Listen Profile \
5 Posted: July 1, 2009 3:08:33 PM I'm Bill Marriott, Chairman & Al
Pie Moz We all remember the media attention about the HINL ¢y uuagns Marreott Cancun Resart CEO of Marriot Intemnational. ::
flu strain earlier in the spring. Of course, much of the -
Home early attention was on Mexico, which had the first E
reported cases. The safety and health of our ml.;eas - B Alert
Categories and associates is our number one priority at all times
and we take great care to follow the appropriate To receive new posts, enter
Diversity hygiene and cleaning procedures. We were pleased r email address
Brands that similar precautions allowed authorities to bring ‘
the situation rapidly under control in Mexico and
Government elsewhere around the world.
Operations However, the number of people traveling to Mexico
Employment dropped off significantly. In fact, we have lost over $6
million of business in Mexico due to this flu outbreak. < ENLARGE RSS Feeds
Education That's really a shame as Mexico is one of my very
Personal favorite countries to travel. I've gone down there . . . g MY Wioo! |
Technology ; R T
Continue reading “Now Is a Great Time to Visit Our Marriott Hotels in & Goge |
Environment Mexico™
Service
Avchives B @ 4 Usten Links
Comments (0) | Permalink "
July 2009 Go b Marriott.com
June 2008 Marriott Customer Care
Our Stories
May 2009 R
ecent Posts SR ,
April 2009 Marriott in the Kitchen
March 2009 Embracing Marriott's Extended Family o Listen GoCourtyard.com
February 2009 Posted: June 25, 2009 3126140 PM ]
< i >

@ internet & 100% -

FIGURE 20.1 An external corporate blog

Source: Reproduced with permission of Marriott International, Inc.
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CHAPTER 20 Blogs, Wikis, and Social Networks

For Citizens

By Organization
A-Z Agency Index
Federal Government
State Government
Local Governmant

Tribal Government

Contact
Government
Oniine Services

Frequently Asked
Questions

E-mail
Web Chat
Phone
In Person
Forms

By Topic
Benefits and Grants
Consumer Guides

Defense and
International

Environment, Energy,
and Agriculture

Family, Home, and
Community

Health and Nutrition

History, Arts, and
Culture

Jobs and Education
Money and Taxes
Public Safety and Law

Reference and
General Government

Scence and
Technology

Travel and Recreation
Voting and Elections

Home

Loading “U.S. Government RSS Library: USA.gov™

B hitp:/ /'www.usa.gov/Topics /Reference_Shelf/Libraries /RSS_Library.shtml

Home | Site Index | E-mail Us

' USA

:9
Government ‘= Made Easy

For Businesses and ofits

For Government Ei

Phone Us | Chat with Us

- 'Q_

Espanol | Other Languages

GovemmentWeb Images News USAgov

1(800) FED INFO | 1(800) 333-4636

For Visitors lo the U.S.

About Us

Home » Reference Center > RSS Library

U:S.Government RSS Library

Official information and services from the U.S. government

RSS has sevaral meanings: Really Simple Syndication, Rich Site Summary,

and RDF Site Summary, where RDF stands for Resource Data Framework. In
any case. it's a method of summarizing the latest news and information from a
wabsite, that can be easily read by many news readers or news aggregators.

Business and Economics RSS
Feeds

Get updates for small business
owners, economic news, and other
business related information.

Consumer RSS Feeds
News on recalls and public safety..

Defense and International Relations
RSS Feeds

News. press releases, speeches,
contract annouNcements...

Education and Employment RSS
Department of Education, Office of
Personnel Management. and Equal

Employment Opportunity Commission
newsfeeds...

Environment, Energy. and
News on conservation, forests, farms,

human nutrition, hazardous wasle,
foxic chemicals, trash..

Contact Us | Contact Government

RSS Feeds
Housing, census information,
weather...

Health RSS Feeds

News and press releases from the
National Institutes of Health, drug
recalls, research,

Public Safety and Law RSS;

Feeds
Homeland Security, Customs and
Border Prolection, FEMA, courts...

Reference and General
Government RSS Feeds

Courts, data, statistics, copyrights,
‘White House news and
speeches..

Science and Technol RSS
Weather, earthquakes, energy,

cyber alert system documents,
scientific research...

FAQs | Website Policies | Privacy | Suggest-A-Link

Change text size: A A A

» E-mail this page

> Print this page

> Receive updates by e-mail
» USA gov RSS Feeds EXN

More About RSS

» Whatis RSS?
» Download an RSS Reader

» Tell Us About More Government
RSS Feeds

Featured Sites

ECHRSS Feeds
from USA gov
1"} Blogs from the U.S. Governmant
/v Pogéammiomme uS.
Govespment

Page Last Reviewed or Updated: 06/21/2007

Link to Us

FIGURE 20.2 An access page for RSS feeds

Source: USA.gov
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Social Networks

linked to the company’s business, with an option for anyone to comment. In addi-
tion, this blog (like most) includes a brief orienting introduction, a search engine,
and links to other parts of the site. This particular blog also offers the options to sub-
scribe to an RSS feed and to listen to an audio version of the blog post.

The Marriott blog offers readers the option to subscribe to Marriott’s RSS
feed. People who are interested in keeping up with information from a variety of
sources may also want to subscribe to an RSS aggregator, such as the U.S. Govern-
ment RSS Library (see Figure 20.2) or Google Reader, which gathers RSS feeds and
sends them to subscribers based on their preselected interests.

i (from the fawaiian phrase wiki wiki, meaning ‘quick”) is a G oo
Most people are familiar with ~te@m communication
an onhne encyclopedia 1or wnich anyone can write or revise the content.

ut they serve a different function—to allow employ-
e the company, if given password access) to update

information. Each person with access may log on to the wiki and make changes to con-
tent, overwriting previous versions. Despite the potential for abuse created by such
alterations, a well-managed wiki can be a valuable resource among trustworthy con-
tributors. To ensure that serial edits do not end up distorting the original posting,
copies of the original along with each subsequent edit are saved for later reference.

Types of social
networks

and inde en-ans.
L ]

. S
0

be

Two important business uses of social networks are for workplace communication
and for job searches and career advancement.
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CHAPTER 20 Blogs, Wikis, and Social Networks

Social Networking and Workplace Communication

Although social networking began as a way for friends to stay in contact, the work-
place is rapidly embracing such media for business purposes. Many companies
and organizations maintain a Facebook page, and employers routinely check out
the Facebook entries of potential employees. Social networking has also become a
popular way to reach people in specific interest groups.
Social network use Organizations such as Dell Computer, the New York Times, and NASA use
in organizational social networks for outreach and marketing by creating a page and inviting people
communication 7 . . X rer T X
to join. This use of social networking promotes the organization’s name and ideas.
Corporate uses Companies such as Ford Motor Company are hiring people who specialize in
of social media social media marketing. The head of their social media group keeps a blog and dis-

marketin R . A N X
¢ cusses strategies for measuring online customer behavior, including how often
people click on a given link, view a Web page, or search parts of a site (Monty).
Social Networking and Your Career
Explore social Social networking sites can help you stay connected, discover job openings, and

networking career

cron advertise yourself. One popular professional networking site is LinkedIn (see

Figure 20.3). On this and similar sites, you can keep your profile (work experience,

FIGURE 20.3 Linkedin, a Professional Networking Site LinkedIn and similar sites
let you connect with potential employers as well as with other people in your field.
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Social Networks

references, and so forth) updated and make this profile available to professional
contacts, potential employers, and job recruiters. Importantly, you can connect
with former colleagues and classmates. These people are often your best bet for
learning about job openings. Don’t be shy about contacting people you don’t know
firsthand but with whom you have some mutual connection through a third party
(a former coworker, for example).

Twitter is also becoming a popular tool for employment-related com-
munication. Many companies use Twitter to announce job openings. By using
Twitter, companies can reach hundreds of potential employees quickly and
inexpensively.

STRATEGIES
for Blogs, Wikis, and Social Networking

0GS AND WIKIS

» When writing for blogs and wikis, keep content brief, to-the-point,and concise.
Avoid wordiness and repetition.

» Write differently for internal versus external audiences. Internal audiences de not
require as much background. External audiences may need more explanation:.

» For an external blog, focus on the customer’s priorities and needs. A friendly,
encouraging tone goes a long way in good customer relations.

» Check blog and wiki entries for credibility. Check the content to see when it was
last updated (usually under the “history” tab on a wiki)

SOCIAL NETWORKING

» Write with a friendly yet professional tone. It's always nice to be friendly, but a
professional tone will make your message more credible.

» Keep ideas focused and specific. Social networks let you narrow your message
down to a targeted audience (say, customers who use a specific model of laptop).

» Be discreet about what you post. When posting to your personal Facebook or
other page, remember to omit private or potentially damaging information. It may
be fun to tell your friends how many parties you've attended, but when you apply
for a job, this information may come back to haunt you.

» Keep global readers in mind. Social networking pages can typically be viewed by

readers from across many countries and cultures. Keep the content accessible to a
wide audience (see Chapter 2 for more on global audiences).
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384 CHAPTER 20 Blogs, Wikis, and Social Networks

@A CHECKLIST
for Blogs Wikis, and Social Networking

[ Have I determined if a blog or wiki should be internal (for employees only)
or external (for outside audiences)?

[] Are blog or wiki entries written clearly, avoiding wordiness and repetition?

[J Have I checked blog or wiki entries for credibility and truthfulness?

[ For external blogs or wikis, have T provided enough background and context
for this audience?

[J For external blogs or wikis, is the tone friendly, welcoming, and sincere?

[] Have I determined if the blog or wiki should include an RSS feed?

[0 When creating a social networking site for a company or organization, have
I written content and used images that are professional and appropriate?

[] When creating a social networking site for myself, have I used the right site
for the right purpose (e.g., LinkedIn for professional networking and job
hunting)?

L1 For personal sites, such as Facebook, does the information I've posted
portray me in a way that T would want a potential employer to see?

APPLICATIONS

GENERAL APPLICATIONS

1. Locate one or more blogs related to technical communication or to your major.
Follow the discusson for a few days, and write a brief analysis of the chosen blog,
its intended audience, content areas, and its value to members in the field.

2. Explore several professional networking sites (e.g., LinkedIn, Ryze, Spoke). What
are the differences among these three sites. For instance, all three offer to help you
see your network of professional contacts—does one of these sites offer a better vi-
sual display of connections? Do all of these sites let you upload your resume and
provide a list of references? If you have an account with any of these, look at your
profile to see how well it reflects your current experience and career goals. Make a
list of five to six qualities that students should consider when writing and posting
to professional networking sites.
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Social Networks

TEAM APPLICATION

In teams of two, look at your Facebook page and the Facebook page of your class-
mate. Imagine that you are managers interested in hiring new college students for
a trainee position in your department. What do these Facebook pages tell you
about-these potential employees? What aspects of Facebook pages—pictures, text,
connections—should college students consider during their transition from being
a studentto being a potential employee? Write a short summary of your thoughts
and share with class.

GLOBAL APPLICATION

Blogs, wikis, and social networks have global reach—you can use these tools to col-
laborate with team members from other countries. Locate a wiki related to your
major. See if the wiki is available in languages other than English. Write a memo to
your instructor explaining what you found.

COMPUTER/WEB-BASED APPLICATIONS

1. Set up an account on Blogger or some other site that hosts blogs and create a mock
corporate blog. What kinds of subjects would you include on the site? What links
would you provide to other corporate sites?

2. Review the material in Chapter 10 (Resumes and Other Employment Material),
especially the discussion about electronic resumes (pages 170-171). Take a look at
LinkedIn and other professional networking sites to see what options they provide
for uploading resumes. Do resumes need to be in any special format or layout?
Present your findings to class.

PEARSON N For additional technical writing resources that will help you master the chapter objectives,
thI go to www.mytechcommlab.com.
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Web Pages and Online
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LEARNING OBJECTIVES FORTHIS CHAPTER

» Recognize the advantages of offering information
onWeb pages rather than in printed form

» Consider audience and purpose before designing
and writing a Web page

» Identify the various Web page elements
» Design and write an effective Web page
» Script and record an online video for a Web page

» Weigh the ethical and legal issues involved in
creating Web pages

» Understand in which situations PDF files may be
appropriate on a Web page
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Web Pages and Online Videos

LET'S GET STARTED
Web Pages

Think of a situation for which you and some classmates or colleagues might
need a Web site. Perhaps the student organization to which you belong needs a
site: Or maybe your team at work could use a Web site to publicize the project
you are working on. Before reading this chapter, make a list of the audience
characteristics of people you think will be the primary audience for this site.
Then look online for examples that seem like good models for the site you are

considering.

Questions to ask about your Web site ideas may include the following:

» What audience features are important considerations when writing for a

Web environment?
» How much time will people spend on the site?
» Do [ want people to simply read the site, or should the site be interactive?

» What features do I think are most important about this Web site?

At the end of this chapter, review your initial Let’s Get Started list with your
instructor or with a group of students to see how much you might change or

modify the list based on what you have learned from the chapter.

Ithough workplace communication continues to use both print and digital

formats, Web pages can offer several advantages over hard copy. When docu-
ments are printed on paper, their contents remain fixed. If information needs to be
updated, a new (and costly) print run is required. But web-based content can be
updated at minimal cost and can even be updated automatically. Another advan-
tage of Web pages is that hard-copy documents take up physical space and can be
expensive to print (especially in color), whereas web-based information requires
only server space and can be far less expensive to create. Web pages also allow for
interactivity: people can provide feedback, interact with others, download files,
and place orders. Figure 21.1 shows an interactive Web page from the U.S. Food
and Drug Administration on the topic of bug bites and bee stings. Interactive
features include a list of consumer updates (links) in the left margin, a list of
frequently asked questions (such as “When is medical attention needed?”), and a
resources section that provides email and RSS updates.
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388 CHAPTER 21 Web Pages and Online Videos

FIGURE 21.1 Beware of Bug Bites and Stings - Windows Internet Explorer =]
An interactive |§ - =
Web page

t of Health & Human Services D www.hhs.gov

PO u.s. Food and Drug Administration Azmdex | [sarn 1@
Home | Food | Drugs | Medical Devices | Vaccines, Blood & Biclogics | Animal & Veterinary | Cosmetics | Radiation-Emitting Products | Tobacco Products
For Consumers Email this page (2 Print this page & Change FontSze B B

Home » For Consumers > Consumer Updates

_ Beware of Bug Bites and Stings
Consumer Updates

Search Consumer Updates

Consumer Updates: Animal & [ |@
Vetainary

On this page:

* What can I do to keep insects away?

* what's the proper way to use insect
repelent? Lmacmmee e |
* What's the best way to remove a bee 5
stnger? , , Beware of Bug Bites
* what should I do if 1 find a tick on me or -
my chila? and Stings
* what can be done for itching and pain
from biteés and stings?
* Whenis medical attention needed?

‘Warm weather makes it gasier to spend
more time outdoors, but it also brings out
"\ the bugs. Ticks are usually harmless. But a
ﬁckbiucanhadml:ymllnu.whichi
" coamrmames | cosety bebacn gt
-:::ommrUpaamass to people by the black-legged.deer tick
| Feed | which is about the size of a pinhaad and .|
usually lives on deer. Infected ticks'Gan
also cause other diseases, such as Rocky '
Mountain spotted fever,
Another insect-bomne iliness, West Nile
virus, is transmitted by infected i
.d du il

pr mild symptoms in
healthy people. But the ilness can be
serious for older people and those with
compromised immune systems.

Source: From <www.fda.gov/ForConsumers/ConsumerUpdates/ucm048022.htm>

Web site Web site development is a complex process that changes as related technolo-
?v%"ri'polgg'ae”t inthe  gies change. Professional Web site development requires training in visual com-
munication, information design, and programming. Moreover, Web development

Explore the Concept 15 primarily a collaborative process, often involving content providers, information

with the Case Study . . .
on Planning Web Pages.  architects, graphic designers, computer programmers, and marketers. Neverthe-

at mytechcommlab less, especially in small businesses and nonprofit organizations, writing and
designing for the Web often becomes the responsibility of everyday employees.
This chapter introduces the basics of writing and designing Web pages. The Strate-
gies on pages 401-402 provide a basic overview of the process.

AUDIENCE AND PURPOSE OF WEB PAGES

As
int

T
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Elements of Effective Web Pages

Consider the audience for a Web page by filling out an Audience and Purpose  Audience
Profile Sheet (see Chapter 4). Does the primary audience consist of potential ~considerations
customers or others who are seeking information, or people buying a product or
service, or customers needing product support, or some combination? Who is the
secondary audience?

Will your audience be proficient at navigating a complex Web page, or will
they need a help menu and a feedback mechanism (email address, phone number)
if they have questions? Will the page be read by audiences fluent in English or non-
native speakers of English or nonspeakers of English? Unless your page is aimed at
a highly technical audience; use plain, noncolloquial English that is easily under-
stood by anyone with basic English proficiency and easily translatable into other
languages.

Is the Web page’s purpose to publish information, explain a task, sell a  Purpose
product or promote an idea, solicit customer feedback, or some combination? ~ ¢onsiderations
If you want to sell something to technologically savvy young audiences, the
page will need to convey a cutting-edge image, employing the latest Web
technologies (animation, interaction, complex design). Begin by writing a pur-
pose statement, such as “The purpose of this Web page is to both sell our new
mp3 and video players to a young, hip audience and to provide instructions,
contact information, downloads, and feedback options for those who already
own one.”

ELEMENTS OF EFFECTIVE WEB PAGES

B of  Printdocuments
Chapter 6), r (Chapter 7)” versus Web pages
ecause vve

(Chapter 8), a apter 9). However, B . Analyze the
pages and print pages are read differently, some of these elements play out differenty *" [\*P2roe >
in the online environment. As you read though this section, refer to Figure 21.3, a

user-friendly Web home page, and note how structure, style, visual, and design ele-

ments both resemble and differ from print pages.

As discussed in Chapter 6, the three approaches in planning a print document’s

structure are” chpnd seq‘. This section discusses how

these approaches apply to Web pages.

0 ). For a simple print document you would create a basic m
int utline. A longer print document would require a ne
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390 CHAPTER 21 Web Pages and Online Videos

FIGURE 21.2
A storyboard
sketch for a home Alpha. Wnversity Writin Pm?mm
page P Y g
{ Program Overview
-
i Creaﬂue Tachmwu
L Wrting ] ( D?Jurnaus;w_] | Compunication
s
Progr | Creatwe g Techmeal
L Howe ] [-Drimm ] u':fn'-tchg ] [U’Dumak&m ] [Commmum-twd
more detailed formal outline using alphanumeric notation, as in Figure 6.3 in
Chapter 6. andwritten
Why storyboards are Most of us have visited Web pages that have no apparent logical organization.
important

A well-designed Web page is storyboarded in advance so that readers can follow

Explore the Concept  the information flow and locate what they seek. The page should be organized so
with the Activity

on Storyboarding that its main purpose stands out.
at mytechcommlab In Figure 21.3 the “News for July 1, 2009” header stands prominently toward

the top of the page, in orange text and in a large font. It grabs reader attention and
signals them to move to the text below. Other information on the page has been
storyboarded into categories of special interest to various readers.

- Readers expect information to b_
- Computers are associated with speed, and users are impatient with long blocks

of online information. Also, the flickering light patterns of computer screens tire
the eyes.
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Elements of Effective Web Pages 391

California Institute of Technology - Windows Internet Explorer FIGURE _21-3
[0 v catech ) i - B[] [¢] [uve search ol Glzzer:":“dlv
W 1| ) Calfornia Instiute of Techroiogy ]_L o - i - [rPage v (3o v pag
MCALIFORNIA INSTITUTE OF TECHNOLOGY #&

—* School name and

o
CGALTECH insignia unify all of

the site's pages

“4—1— Colors reflect
Caltech’s school

About Applyi El Acade Alumni colors
Caltoch | 0 Saech | & E."%':':'é'r. | Divisions | il [ Friends
I I Working I Administrative I I Giving iscio/loc)
L News Calendars at Caltech Offices Site Index 10 altech ‘1# - Links and search
\ = function are clearly
labeled
CALTECH WEB
DIRECTORY
CALENDAR
News for July 1, 2009 ancnives | ®F* Heading announces
LIBRARY page content
Caltech, PCC’'s Biotech Bridge ao!
This fall, up to 10 Pasadena City College students will werk with stem cells at/Caltech, thanks ‘g Each major item is
to a §1.7 million grant and the leadership of a former Caltech postdoc. Others will follow in chunked in a sinale
2010 and 2011. Upon completing the program, they will be fully prepped to work of the 9
frontiers of biomedicine as stem-cell lab techs. PCC is the only two-year college among 11 JPL paragraph

institutions statewide to win one of these "Bridges to Stem Cell Research” grants from the
California Institute for Regenerative Medicine, established in 2005 after the passage of
Proposition 71, the Califernia Stem Cell Research and Cures Initiative. "It's such an incredible
opportunity for PCC to partner with Caltech,” says professor Pamela Eversole-Cire, director N

of the bictechnology program at PCC. "We're very excited.” fessogaltech \

3
Kent and Joyce Kresa Endow Professorial Chair Clear, nontechnical
Kent Kresa, interim chairman of General Motors, and his wife have pledged $2 million to style, for a general
Caltech to endow the Joyce and Kent Kresa Professorship in Engineering and Applied Science. audience

Kresa is chairman of the Caltech Board of Trustees. The Kresa gift is matched with an
additional §1 million provided by the Gerdon and Betty Moore Matching Program. The chair

will support and recognize a faculty member in engineening and applied science, with a
preference for faculty in aeronautics and aerospace engineering, fields Kresa has helped -1 Personable tone
shape, most notably in 28 years with Northrop Grumman, which included 13 as the company's throughout

CEO and chairman. "Our very gocd friends the Kresas have shared their time, vision, and
resources with Caltech for many years,” said Caltech president Jean-Lou Chameau.

YESS Catapult Design Competition

The Caltech Young Engineering and Science Scholars pregram, a three-week summer
residential program for high-school students, is helding a catapult design competition as part
of a physics course. Small teams of students will each design, build, and present a catapult
that will propel a raw egg 20 feet toward a target. The competition will take place from 1:30
to 3 p.m. on Wednesday, July 1, on the lawn east of Blacker House.

MORE NEWS
1 from CALTECH TODAY and the CALTECH MAsTER caLenoan |

1

I—{mhu for Caltach/IPL Dodger Day ]

I california Institute of Technology 1200 East California Boulevard Pasadena California 91125 (626) 395-6811 1 e Source/contact
- information and user

Site contents @ 2008 Caltech. For claimed copyright infringement, click here. = ywebsite feedback feedback link
v
hittp v, cakech. edufe @ Intomet #100% -
=

Source: From <www.caltech.edu>. Reproduced with permission by California Institute of

Technplegy of Caltesh s 100000508@s eu ecu s2) on 1042/2013 from 37 107 31 35 authorized to use until 3/1/2014 Use beyond the authorized user or
valid subscrption date represents a copynght violation



392 CHAPTER 21 Web Pages and Online Videos

Analyze the How you chunk the information depends on how your audience will interact
with the site. Imagine that you are writing text for a Web site intended to explain a
medical procedure to patients. You decide to organize this information by ques-
tions users might ask: “How long will the surgery last?” or “When will T be able to
return to work?” You would chunk your information into those categories, possi-
bly making each an individual link.

In Figure 21.3, each new item is presented in a single-paragraph chunk. Were
the news items longer, the page would likely provide a summary of each item with
links to the full articles.

u
amm Web page at

" mytechcommlab

S
c eb page should also
follow a logical sequence even though people tend not to read Web pages in linear
fashion.

Explore the Concept
with Activity on Web
Site Analysis at

s of its order in the original sequence.
mytechcommlab

Because Figure 21.3 presents-three distinct items, sequencing patterns don’t
apply. However, if the purpose of the page were to provide instructions for applying
to Caltech, the instructions would follow a chronological sequence, and readers
could link, as needed, to various subsections (“personal statement,” “recommenda-
tions,” or the like).

As explained previously,
e especially attentive to conciseness
s in any effective document,
items in Figure 21.3 are all written in a clear, concise, fluent, and personable style
(see Chapter 7).

Follow the style
guidelines for print
documents

- As discussed in Chapter 8, use visuals to perform a function rather than merely
s dress up the page. Figure 21.3 has only two visuals, but each serves a purpose: the
school insignia serves as a brand that ties all the site’s pages together, whereas a
revolving series of images at the top of the page (the screen capture here can only
show one) conveys a flavor of the school—from its landscape to its architecture to
its students, faculty, and staff.
Color is an important visual component, particularly on a Web page. As with
- the “News for July 1, 2009” header in Figure 21.3, color can direct reader attention
to where it is intended. Color also can be used to create a mood. The colors in
Figure 21.3, for example, are Caltech’s school colors. Select a few colors that com-
plement each other well, and keep your choices simple.
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Elements of Effective Web Pages

Explore the Concept

with the Case Study
on Designing Web Pages
at mytechcommlab

elements serve a different function online than in print documents.

Combine grid
patterns as needed

as in Figure 21.3. The key

they prevent the page from looking ed and when used consistently they lend ~¢onsistent margins

cohesiveness to the entire document or site. In Figure 21.3, the margins to the left
and right of the news items prevent information from blurring at the screen edges.
Other pages on the Caltech

(ustification. Tex: s

Xt  Use consistent
justification, usually
unjustified right

Readers get frustrated with Web pages that have a cluttered look,
where too many elements are crammed together without space between. Figure
21.3, on the other hand, has an open feel. Each element—not just the individual
news items, but also elements at the top, right, and bottom of the page—is
surrounded by plenty of white space.

Though not required, you —
Because material on

the 1s chunked into small portions, you need not indent lines. Instead, double
space between multiple paragraphs that fall within the same chunk of text.

ite

e capture than it actually is on
the computer screen, where it is about 11 points in size. Meanwhile, the font itself

is mote also how the font styles of vari-

ous site elements complement each other.

9 In Figure 21.3, headings set off each news item and links enable
readers to connect to separate pages they want to view.
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CHAPTER 21 Web Pages and Online Videos

O SRTGIGEBBGRUIEHIS. on e ps, o g
or italic (but sparingly) to emphasize particular words or phrases, but do not use bold
or underlining, which signifies a hyperlink.

— Bulleted and numbered lists enhance readability

by extracting from a dense paragraph interrelated items or items that fall into a
sequence or process. Because the Web environment calls for small chunks of texts

and ease of reading on a screen—

50
However, Web sites with multiple pages
provide cues to help readers identify their location on the site. Make
sure the purpose of each page is clearly labeled in some way,

otherwise prominent on the page. Because Figure 21.3 is m
Caltech, it isn’t labeled, but all pages linking from the home page (“About Caltech,”
“Applying to Caltech”) are clearly labeled.

A Web site’s home page might include a link
to a site index (as in Figure 21.3), which may resemble a table of contents without
page numbers; however, most Web pages rely on Web-specific forms of navigation,

such as a search engine and a list of links. The Caltech home page in Figure 21.3
e o keeps navigation simple—it provides a list of links (this list must be the same on
Site Design at every page in the site to maintain consistency and prevent confusion) and one
mytechcommlab . . . .
search option by category (which likewise must follow the same format across the
entire site).

ONLINE VIDEOS

Uses of online For years, companies used films, audio tape, video cassettes, CDs, or DVDs to train
videos employees. Today, the technology for making and publishing videos is inexpensive
and easy to use, and many companies are placing videos, especially instructional
videos, directly on their Web sites.

- Research suggests
that showing is a powerful teaching technique. We've all had this experience:
for example, imagine the last time you tried to assemble a new desk or some
other item using the printed instructions, but you just couldn’t seem to figure
out how to attach certain parts as described in the instructions. In this case, a
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Online Videos

video, packed on a CD or available on the company’s Web site, would be a use-
ful supplement to the written instructions.

Scripting Online Videos

Begin your video project by writing a script that outlines the narration, images, The scripting
motion, and other features that will constitute the complete video. For an function
instructional video, you might begin by writing a printed set of instructions (see

Chapter 14). Then you can adapt the print instructions to a video format: decid-

ing on background ‘and foreground details, determining camera placement,

deciding where and when to include music or text, and writing out the full nar-

rative to be delivered on camera.

The video should be scripted (and then edited) to provide separate segments that ~ Elements of an
orient the reader, list the parts, give detailed step-by-step instructions, and offer a con- ;’;sr}:}';“:ﬁo”al video
clusion (such as a shot of the assembled product in action and a closing remark). Any
unnecessary background or foreground clutter should be removed. Camera place-
ment should always keep the object or procedure at the center of the frame, at a dis-
tance that allows viewers to see exactly what is being shown. Music should be kept to a
minimum, usually only at the beginning and end. When text is used, it should be easy
to read on the screen—concise, clear, and to the point. Finally, each step should be
narrated clearly and slowly, with adequate transitions between steps.

Figure 21.4 features nine stills from a student-made online video for afictional
product (a “Blend-O-Matic 2000” blender made out of Tinkertoys), posted online.

Script would look something like the following. (For brevity, the script shown here
only goes through shots 1-5. Also, this script omits full dialogue, which would be
written out separately.)

¢ Shot 1 (approx. 7 seconds): Opening piano music over side shot of assembled
product. Camera moves around the product from side to front view, as title
fades in (“Blend-o-Matic 2000 Video Instruction Manual™).

¢ Shots 2 and 3 (approx. 40 seconds): Cut to full view straight-on shot of Blend-
o-Matic 2000 parts arranged on table. Fade music. Begin narration (“Welcome to
the video instruction manual for the Blend-o-Matic 2000—for all your blending
needs”). Hold shot. Presenter points to each part as she discusses them (“These
are the parts that should have been included with your product package ...”).

¢ Shot 4 (approx. 4 minutes): Cut to high-angle shot of presenter sitting at the
table, with working space in front of her and parts lined up in view. Start

narration (“First, be sure to find a level surface on which to assemble the
Blend-o-Matic 2000™).

¢ Shot 5 (approx. 5 seconds): Begin assembling the device, starting with the base
and first cross piece.
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CHAPTER 21 Web Pages and Online Videos

atic:2000

uption Manual

Orienting shot for student As with written instructions, the
instructional video video begins with a complete
parts list

Presenter points to each part, Video directions are provided
guiding the user along step by step

Presenter takes ample time and Presenter moves product in
speaks slowly during each step multiple angles, providing viewers
with context and motion

FIGURE 21.4 Stills from an online instructional video created by students

Source: Gruel, Daniel; Harrison, Holly; Wickler, Allison. Blend-O-Matic 2000 Video
Instruction Manual. Minneapolis, MN. 2009.
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\

FIGURE 21.4
(Continued)

8
As each part is inserted, the video As the final parts are inserted,
illustrates the exact direction and users can see how the completed
shape product looks

Presenter demonstrates the use
of the product, as a way to
conclude the video

STRATEGIES
for Online Videos

Determine your audience. Consider whether your audience will prefer an online
video over another medium or as a supplement to print. Make sure your audi-
ence has the appropriate technical background.

» Determine your purpose. Online videos are most often instructional, but they
can also be informational or persuasive. If your purpose is to instruct, consider
using written instructions if the product or process is simple. Video is ideal for
longer or more complex instructions. If your purpose is to inform or persuade,
again think about whether another form of communication might be more
appropriate; if you do use video, keep it short to maintain viewer attention.

-
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398 CHAPTER 21 Web Pages and Online Videos

STRATEGIES continued

» Consider teamwork issues. Because most videos are made by teams (scriptwriter,
presenter, cameraperson, editor), determine early on what role each team member
will play.

» Do your research. If there are safety or other issues that need to be mentioned in
the video, do careful research to provide accurate information.

» Write a detailed script. Think through and plan out everything in advance,
including the overall structure (introduction-body-conclusion), background
and foreground details, camera placement and movement, music, text, and
narrative.

» Use a good video camera. The camera that comes with your cell phone is fine for
capturing vacation shots but typically not powerful enough to create a
professional-loeking online video. If you need a truly high-end video, hire a
professional.

» Test your video. Play back your video and fix any technical problems. Then show
the video to a group—coworkers, customers, managers, or some combination—
and solicit their feedback.

» Provide backup documents, if necessary. Determine whether it would be useful

to provide viewers with a printed or downloadable written document or a set of
PowerPoint slides, so that users have something to follow for later reference.

ETHICAL AND LEGAL CONSIDERATIONS

The power of a Web page to convey information instantancously and worldwide
increases the writer or designer’s need for sound ethical and legal judgment.

Ethical Considerations

How aWeb page can  Consider the speed of the Internet, its global reach, and a Web page’s ability to

be unethical combine sound, color, images, text, and interactivity. These features create the
potential for manipulation and distortion. Imagine a Web site for an herbal
remedy that some people feel is helpful for anxiety. This herbal remedy may not
have Food and Drug Administration approval, and may have harmful side effects.
But a Web site promoting this product could easily, and at very little cost, be set
up to look extremely scientific and factual. Fancy logos from quasi-scientific
organizations might give the page a sense of professional credibility. Statistics,
charts, and links to other Web sites might create the appearance of a valid medical
site. As a communicator setting up such a site, you need to question the possible
risks for users.
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Ethical and Legal Considerations

Legal considerations in preparing Web pagesd ight infri
ee page 373 for more a .

Verify the ownership of everything you include on a Web page. If you have ”
located a bar chart elsewhere on the Web that you'd like to insert, ent

sions fixed in a tangible medium are copyrighted. The © symbol is not absolutely
necessary. Therefore,downloading and including the chart in your document could
be a copyright infringement. You should first consider whether your inclusion of
this material falls within the boundaries of fair use (Figure 21.5). When in doubt,
obtain written permission, even if you are only linking from your Web page to

another Web page.
T FIGURE 21.5
These four factors are what courts consider when de ining if a particular use of Guidelines for
copyrighted material falls under fair use. Fair use is pa & opyright law and ;‘ati!:eur;r;lglfng
may not be the same internationally. 4 S copyri.g hted
materials

(1) the purpose and character of the use, including whether such use Q%)
commercial nature or is for nonprofit educational purposes

(2) the nature of the copyrighted work (for instance, if the work is published or (
unpublished)

(3) the amount and substantiality of the portion used in relation to the copyrighted
work as a whole

(4) the effect of the use upon the potential market for or value of the copyrighted

work

Source: "Copyright Law of the United States of American and Related Laws Contained in
Title 17 of the United States Code! Circular 92. <www.copyright.gov/title17>.

Web pages raise important privacy concerns as well, especially in regard to —

gathering the personal information of visitors to the site. Many organizations cre-
ate privacy statements that can be accessed on their Web sites (Figure 21.6). Such

statements let readers know how information will be used and what rights readers
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CHAPTER 21 Web Pages and Online Videos

Secretary Gary Locke W |1 | f= == nmsm e e e
Secretary Dennis F, ﬁ; &ﬂlq"
g
Commerce Sarvices & Offices Thank you for visiting the Department of Commerce Web site, a service of the U.S. Department of Commerce. This policy
Near You establishes haw_we will handle information we learn about you from your visit to our site. Please be assured that the
Office of the Secretary privacy of our visitors is of utmost importance to us. We collect no personally identifiable information about you when
NawEroom you visit our site unless you choose to provide that information to us.
Do e e - The specific practices outlingd in thig privaicy statement apply to Web sites maintained by or on behalf of the Office of the
Secretary of Commerce. Other organizations within the Department of Commerce may have slightly different practices,
Bl s though the overarching commitment to your privacy,will always be the same. You are encouraged to review the privacy
Security policies of other organizations when visiting their. Web sites.
Economics and Statistics
Administration Some of our Web pages contain links to Web sites outside the Department of Commerce, including those of other federal
Bureau of the Census agencies, state and local governments, and private organizabons. Please be aware that when you follow a link to another
Bureau of Analysis site, you are then subject to the privacy policies of the new siteJ
Economic Development
Administration Your Rights under the Privacy Act: Information conceming the Privacy Act can be found on the following Web site:
International Trade http://www.pueblo.gsa.gov/cic_text/fed_prog/foia/foia.htm
Administration
Mincrity Business Automatic Collections: For each HTTP (which is what your Web browser genepates when you request a page or part of a
NSO Ay page from a Web site) raquest received, we collact and store only the following infornation:
National Institute of Standards
:@m‘ s o the date and time
i s o oo ST ed (if provided by the browser)
z - . type of browser and operating system used (if provi y the ser,
et e Tncho L I ormet « the URL of the referring page (if provided by the browser)
National Telecommunications + the object requested
and Information inistrati . pletion status of the request
Patent and Trademark Office *+ pages visited

How the Information is Used: We use the information that we collect to measure the number of visitors to the different
areas of our sites, and to help us make our sites more useful to visitors. This includes analyzing these logs periodically to
determine the traffic through our servers, the number of pages served, and the level of demand for pages and topics of
interest.

FIGURE 21.6 An organizational privacy statement available on the Web
Source: U.S. Department of Commerce.

Function of PDFs

. PDF documents
retain their formatting and appear exactly as they were designed, both on the screen
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PDF Files

and when printed out. This feature has turned out to be a useful and efficient way
for companies to make user documentation, product manuals, reports, and other
documents available on the Web. If you purchase a product from a friend or find a
used item at a garage sale and the manual is missing, you can usually visit the
company Web site, search for the exact product and model number, and find the
original documentation.

In addition, PDFs can be format-protected so the content cannot be altered
or manipulated in any way (unprotected PDFs can be altered using special soft-
ware). As such, also provide a way for Web sites

and they can be archived for later retrieval

STRATEGIES
for Web P:

ded audience. Who is the primary audience? Who is the sec-
ce? Will your audience be Web savvy? Will the audience include
e readers?

de on the page’s purpose. [s the purpose to inform, instruct, persuade, or
ome combination?

Decide what the page will contain. Will it display print only or a combination of
print and graphics? Will it include audio and video? Will links be provided and, if
s0, how many and to where? Will user feedback be solicited and, if so, in what
form: surveys, email comments, or other?

» Visit other Web sites for design ideas. When you find an attractive, navigable site
(or the opposite), analyze what works or doesn’t work in terms of structure, style,
visuals, and design. For a look at award-winning Web sites, go to Webby Awards
at <www.webbyawards.com> or The University of Wisconsin—-Madison’s Internet
Scout Project at <www.scout.wisc.edu>.

» Create an understandable structure. Map out your Web page with a storyboard
that illustrates which parts of the page will go where, and that provides ways to
navigate. Chunk information into short passages that are easy to access and quick
to read. Provide a logical sequence (even if readers won’t necessarily follow the
given sequence).

» Write with a readable style. Write clearly, concisely, fluently, and personably,
with special emphasis on conciseness.

-
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402 CHAPTER 21 Web Pages and Online Videos

STRATEGIES continued

» Use visuals. Include visuals that serve a useful purpose, not merely a decorative
one. Select simple and complementary colors.

» Design a Web-friendly page. Combine grid patterns as needed; provide
ample margins, consistent justification, plenty of white space, consistent line
spacing, and a simple and readable font. Use headings to chunk text on a
single page, color/shading/italic for emphasis, and lists whenever appropriate.
Label the purpose of every Web page and provide search windows and lists

of-links.

Proofread your page. Verify the accuracy of numbers, dates, and data; check for
spelling or grammar errors.

v

v

Attend to ethical and legal considerations. Consider whether your page in any
way exploits users. If you use copyrighted information, be aware of fair use
guidelines (page 000). When in doubt, request permission. If your page asks
individuals for private information, display a privacy statement.

v

Test your page for usability. Test-with unfamiliar users and record their prob-
lems and questions. What do users like and dislike? Can they navigate effectively
to get to what they need? Are the icons recognizable? Ts the site free of needless
complexity or interactivity?

» Maintain your page. Review and update the page often and redesign as
needed.

'DIFFERENCES IN MEDIATYPES

Literacy affordances ~ To choose whether to use a Web page on its own or with a combination of PDF

files and video, iou need to consider the literacy affordances of different types of

ocuments include easy access without needing
batteries, limited distribution compared to the Internet, and slow/careful/linear
readability. Other features of print documents include limited interactivity, navi-
gation via table of contents/index/headings, and access to additional information
via outside sources only. Compare these affordances with those of reading a Web
page or watching a video, as illustrated in Table 21.1. You might ask, for example,
whether a goal of your Web page is to enable readers to interact with the content. If
s0, video is probably not the right choice. But if you want your readers to have a
full picture of how to assemble a product, an online video is easy to distribute and
provides for rich detail.
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Differences in Media Types

Print
documents/PDFs Web pages Online videos
Accessibility No technical or Computer, electricity Computer, electricity or
electrical or battery, and battery, and high-speed
requirements to view, Internet connection Internet connection
unless in PDF format. required to view. required to view.
Distribution Distribution limited Worldwide Worldwide
unless published. distribution, unless distribution, unless
password-protected. password-protected.
Readability Designed-to be Designed to be read Designed to be viewed
read slowly, carefully, quickly and in a in real time and in a
and in alinear nonlinear fashion. linear fashion, but
fashion. Text.and Combines text, fixed nonlinear access
fixed visuals only. visuals (sometimes possible using rewind
animations), and and fast forward.
limited audio. Combines audio,
moving visuals, and
limited text.
Interactivity Limited interactivity Depending on No interactivity.

(marginal notes
only). No interactivity
for PDFs.

features provided,
can be highly
interactive.

Ability to correct
and update

Navigability

Ability to access
additional infor-
mation

Changes can be made
only by redistributing
the document,
distributing a separate
set of corrections, or
making corrections in
a reprint.

Table of contents,
index, headings, and
running heads/feet
aid navigation.

Must consult
outside sources

for additional
information. Works
Cited or References
page can provide
direction.

Changes can be
made and uploaded
easily and
inexpensively at
any time.

Hyperlinks allow

throughout the
document.

Easy access

to additional
information via
hyperlinks, links
posted on the
Web page, or
Web searches.

Changes can only
be made through
reediting or adding
new material at the
beginning or end of
the video.

Fast forward and
rewind only.

No hyperlinks within
video, but Web page
on which the video is
posted may provide
links, or aWeb address
shown during the
video can lead to
further information.

TABLE 21.1 Literacy affordances of different communication technologies
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404 CHAPTER 21 Web Pages and Online Videos

@l- CHECKLIST
for Web Pages

[ Have I assessed my audience and purpose before planning the
Web page?

[ ] Did I create a storyboard to plan the overall structure?

[ Have I chunked information into small pieces for ease of reading on
the Web?

[1-Did I sequence the information logically (even if it may not be read in its
original-order on the Web)?

[0 Have [ followed the same style guidelines that apply to print documents,
with special attention to conciseness?

[] Did I use (but notoveruse) visuals, including color?

O Have I used consistent grid patterns when creating multiple Web pages for
the same site?

[] Does the Web page provide ample margins?

[ Did I use consistent justification, with text on the right unjustified?
[] Have I provided ample white space?

[0 Have I used a consistent and readable font style and size?

[] Did T use headings to chunk text on a single Web page and links to navigate
to other pages?

[0 Does the page include any color, shading, and italics to highlight key
information?

[] Have I avoided the use of bold and underlining, except to indicate
hyperlinks?

[0 Did I use bullets and numbered lists as often as possible, to break up text?

[J Have I provided a search option and links to other pages within or outside
of my site?

L1 Have I attended to ethical and legal considerations?

[0 Have I considered whether to add an online video to this Web site?

[ If necessary, have I provided links to PDF documents?

[J Have I proofread the page before going “live”?
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Differences in MediaTypes 405

APPLICATIONS

GENERAL APPLICATIONS

1. With a classmate, locate one or two Web sites you might use as research sources
for a project. Using the guidelines in this chapter, assess these Web sites for the
quality of their structure, style, use of visuals, and design. Write up your findings
in an email message to your instructor. Include the Web address for each of the
sites you used.

2. Workplace communicators-are frequently asked to prepare multiple versions
of a document, adapting similar content for presentation on a Web site, in a
printed manual, or for a corporate digital archive, for example. Each version
may have different purposes and audiences. The word-processing software
installed on your computer, for instance, probably offers both online help
and a paper user’s manual. (Most companies post PDF versions of their
printed user documentation on their Web sites if you do not have the hard
copy available.)

Compare your software’s online or on-screen help. information to the
information in the paper (or PDF) manual. Notice in particular the use of
chunking. Is the online information organized differently from the paper
version? Which is easier to use? Which allows you to find a topic more quickly
and accurately? Write a short report comparing the two types of information.
Include both online and hard-copy examples.

3. Design a new Web page for your major. Note: Do not use any such existing page on
your school or department Web site as a model.

TEAM APPLICATION

Divide into groups by major. As a team, look for a Web site that uses online video
for instructional purposes. Watch the video and determine if you would be able to
assemble the product or perform the task by video alone, or whether you might
also need a print copy of the instructions as well. If the video does not come with
print instructions, create some and turn the file into a PDFE.

GLOBAL APPLICATION

Find Web sites that are in different languages or based in different countries.
Besides differences in language, note any other differences between non-U.S. Web
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CHAPTER 21 Web Pages and Online Videos

sites and those that originate in the United States. Here are some features you
might look for:

» Use of color. Different cultures often associate unique meanings with certain
colors. For example, the color red may be used in India to mean procreation or
life, while red in the United States is often associated with danger or warnings
(Hoft 267).

o Issues of privacy. U.S. sites often send out cookies (files sent to your computer
that give Web site providers information about you), but other countries, such
as Germany, take a different approach, allowing no personal information to be
used without an individual’s permission. Note if any of the sites mention their
privacy policy in this regard.

Keep track of what you find, and present your findings in class.

COMPUTER/WEB-BASED'APPLICATION

Do some research to develop your own “top 10” list of effective Web design
principles. Begin by reviewing this chapter and exploring the two Web sites listed
here. Then find other resources on Web style and Web design. Based on what you
find, assemble your list. Using your list as a guide, find three Web sites that
exemplify the principles of effective Web design and style. Prepare a short presen-
tation on your exemplary sites, and explain why you selected them as examples of
good design.

¢ <www.webstyleguide.com>: Web Style Guide, by Lynch and Horton, widely re-
garded as a “bible” of Web design.

e <www.useit.com/papers/webwriting>: Writing for the Web, by Jakob Nielsen, a
leading Web usability expert.

PEARSON I For additional technical writing resources that will help you master the chapter objectives,
t go to www.mytechcommlab.com.
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Oral Presentations

LEARNING OBJECTIVES FORTHIS CHAPTER

» Analyze the audience and purpose of an oral
presentation

» Organize an oral presentation logically
» Prepare for an oral presentation
» Use presentation software effectively

» Deliver a confident, professional oral presentation
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CHAPTER 22 OQral Presentations

LET'S GET STARTED
Oral Presentations

Most workplace professionals are required at some point to give an oral presen-
tation. Before reading this chapter, take an informal report, formal report, or
proposal that you have written, and use it as a basis for a presentation that you
would give in class or at work. Create an outline for the oral presentation.

Questions to ask as you write the outline may include the following:

» Who is the audience, and how will my presentation make the content

interesting and understandable for this audience?
» Do I need any additional research?

» What is the primary purpose of this presentation: informative, instructive,
or persuasive? If persuasive, am I trying to persuade the audience to accept

a point, take action, or buy something?
» Is the purpose of my presentation clear right from the start?

» Does my introduction create interest and provide an overview of the

presentation?
» Are the transitions between sections clear?

» Have I created a clear, brief conclusion?

At the end of this chapter, review your initial Let’s Get Started outline with your
instructor or with a group of students, to see how much you might change or

modify the outline based on what you have learned from the chapter.

n addition to being good writers and designers, technical communicators need to

present their ideas effectively in person. The skills required to give an effective oral
presentation include thorough research, strong organization, and stage presence. You
may be asked to make oral presentations at meetings in your department or company
(status reports, team meetings, and so on), at professional conferences or meetings, to
your community, or in the classroom.

The interactive Unlike written documents, oral presentations are interactive. Face-to-face
METe ororEr communication is arguably the richest form of interaction because you can give
and receive information via body language, vocal inflection, eye .tacT, and other
physical means. Moreover, there is room for give and take, which does not happen

oral presentations in

The importance of I
the workplace

presentations
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Types of Oral Presentations

with written documents. Oral presentations allow you to see how your audience
reacts. You can get immediate feedback, and you can change or amend your ideas
on the spot.

Most professionals use presentation software such _ m
#when giving a presentation. But despite the visual appeal and easy-
to-use templates such products offer, is

AUDIENCE'AND PURPOSE OF ORAL
PRESENTATIONS

Analyzing audience and purpose is a slightly different proposition when speaking
rather than writing. Therefore, use the amended version of the Audience and Pur-
pose Profile Sheet provided in Figure 22.1

Do all you can to find out exactly who will be attending your presentation.  Audience
Determine their roles within the organization. Learn about their attitudes and per- ~ considerations
sonal experiences regarding your subject. For example, managers may focus on the Explore the Concept

bottom line, while engineers may care more about the difficulties involved in the with the Case Study
. . on Oral Presentations at
project you are proposing. mytechcommlab

so consider the attitudes of the group as a whole and speak to the needs of various

Explore the Tutorial
on Presentations
at mytechcommlab

factions. The group is also likely to consist of people from various cultural and lin-
guistic backgrounds, so be sure to account for these differences.
your audience simply need some vital information? If so, provide enough detail =~ ¢ensiderations

Will they use

¢ ) S d send

mnd other s your goal to

e your audience’s thinking or sell them something? If so, be sure to have all

the specifications, costs, and other data that will help them make their decision. In

short, knowing clearly what you wish to accomplish will help you formulate a def-
inite plan for your presentation.

TYPES OF ORAL PRESENTATIONS
Your primary purpose will determine the type of presentation required: an inform- -I

ative presentation, a training presentation, a persuasive presentation, an action plan
presentation, or a sales presentation.

Informative presentations are often given at conferences, product update meet-
ings, briefings, or class lectures. Your goal is to be as impartial as possible and to
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410 CHAPTER 22 Oral Presentations

FIGURE 22.1
Audience and
purpose profile
sheet for an oral

p@tation

V'e @uence
and P ile
Sheet for an /)

Presentation a
mytechcommlab
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Types of Oral Presentations

provide the best information you can locate. If your primary purpose is informa-
tive, observe these criteria:

o Keep the title of the presentation clear and factual.
¢ Stipulate at the outset that your purpose is simply to provide information.

¢ Beclear about your sources of information.

Training (or instructional) presentations can cover such topics as how to ensure
on-the-job safety, how to use a specific software application, or how to exit a
capsized kayak. Some technical communicators specialize in giving training pre-
sentations. If your primary purpose is instructional, follow these guidelines:

¢ Use a title that indicates the training purpose of the presentation.

» Provide an overview of the learning outcomes—what participants can expect
to learn from the presentation.

¢ Create slides or a handout that participants can reference later, when they are
trying to perform the task(s) on their own.

o
 Persuasive Presentations

To influence people’s thinking, give a persuasive presentation. For example, an

engineer at a nuclear power plant may wish to persuade her peers that a standard .
procedure is unsafe and should be changed. In a persuasive situation, be sure to

perform adequate research so that you are well informed on all sides of the issue. If

your primary purpose is persuasive, follow these guidelines:

¢ Be clear from the start that you are promoting a point of view.
¢ Use research and visual data (charts, graphs, etc.) to support your stance.
¢ Consider and address counterarguments in advance (“Some might say that

this approach won’t work, but here is why it will”), and be prepared to take
questions that challenge your point of view.

To get something done, give an action plan presentation. For example, if you
wanted your company to address a design flaw in one of its products, you would
give a presentation that outlined the problem, presented a specific solution, and
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CHAPTER 22 OQral Presentations

encouraged listeners to implement the solution. If your primary purpose is to
evoke action, follow these guidelines:

¢ Be clear up front about your purpose (“My primary purpose today is to ask
you to act on this matter”).

¢ Present the research to back up the need for your plan.
¢ Show that you have considered other plans but that yours is most effective.

* In closing, restate what you want your audience to do.

Technical sales presentations need to be well researched. (At many high-tech compa-

- nies, technical sales representatives are often scientists or engineers who understand
the product’s complexities and also are good communicators). If your primary pur-
pose is to sell something, observe these criteria:

¢ Let the facts tell the story. Use examples to illustrate why your product or service
is the right one.

* Know your product or service—and those of your competitors—inside and
out. Thorough knowledge and a well-researched competitive analysis will make
your presentation that much more persuasive.

» Display sincere interest in the needs and concerns of yourcustomers.

¢ Provide plenty of time for questions. You may think you have made an airtight
case, but you will need extra face-to-face time to field questions and convince
skeptical audience members.

Like most technical documents, oral presentations should follow an introduction—
body—conclusion structure.

Set the stage For introducing most presentations, pay attention to three main tasks:

1. Capture your audience’s attention by telling a quick story, asking a question, or
relating your topic to a current event or to something else the audience cares
about.

2. Establish your credibility by stating your credentials or explaining where you
obtained your information.

3. Preview your presentation by listing the main points and the overall conclusion.
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Preparing Oral Presentations

An effective introduction might sound like this:

How many times have you searched for medical information on the
Web, only to find that after hours online, you can’t locate anything
useful? If you're like most Americans polled in a recent survey, you may
feel that you are wasting time when it comes to Web-based medical
information. My name is Travis Armstrong, and I've been researching
this topic for some time. Today, I'd like to share my findings with you by
covering three main points: how to search for medical information, how
to separate good information from bad, and how to contribute to
medical discussions online.

Readers who get confused or want to know the scope of a print document can look
back at the headings, table of contents, or previous pages. But oral presentations '
have no such features. To make your presentation easy to follow, structure the
material into small chunks. To signal that you are moving from one main point to
another, use transition statements such as, “Now that I've explained how to sepa-

rate good information from bad, let me suggest how you can contribute to medical
discussions on the Internet.”

Your conclusion should return full circle to your introduction. Remind your audi- -'lg
ence of the big picture, restate the main points you've just covered, and leave lis-

teners with some final advice or tips for locating more information. You can also

distribute handouts at this time.

Preparing an oral presentation is a step-by-step process that requires research,
planning, and rehearsal.

Be prepared to support each assertion, opinion, conclusion, and recommendation ~ Know your topic
with solid evidence. Begin gathering material well ahead of time. Use recognized

sources, such as newspaper articles, peer-reviewed journals, industry fact sheets,

government documents, and interviews. Check your facts for accuracy. If you will

be using presentation software or handouts, you will need to indicate your infor-

mation sources on the slides or handouts (typically as footnotes at the bottom of

the slide or page). Keep track of your sources.
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CHAPTER 22 OQral Presentations

Even the most well-researched presentation won’t be effective unless the
speaker connects the topic to the interests, backgrounds, and technical levels of the
audience. Look back at your Audience and Purpose Profile Sheet and think about
ways you can connect to ideas already familiar to your audience.

SRSt Roa

If your presentation is a spoken version of a written report, you can use the outline
from the written report. Otherwise, organize your ideas in terms of A- and B-level
headings. Indicate on the outline any places where you want to use a visual. If you
plan to use presentation software, go to “outline mode” or “outline view” to start
laying out your presentation.

rather than an outline, Storyboards help you see how the visuals will complement

the spoken content. A simple storyboard (Figure 22.3) for an oral presentation con-
Explore the Concept  sists of a double-column format in which your discussion is outlined in the left col-

0ut|i‘,:'}'rt,'; 2’:.;232‘;{21,32 umn, and the specific supporting visuals are described in the right column.

at mytechcommlab Figure 22.2 is an outline for a typical oral presentation (slides for this presen-

tation appear later in this chapter), whercas Figure 22.3 is a partial storyboard for a

longer oral presentation involving many visuals.

FIGURE 22.2
An outline for
a typical oral
presentation
l. Introduction

A. Introduce myself

B. Open with a question (“What's different about the Web 2.0 generation

compared with previous generations of technology users?”)
C. Give audience overview of my presentation’s organization

Il. Body
A. Discuss various characteristics of the Weh 2.0 generation
B. Talk about Web 2.0 generation at the University {technologies students
use here)
C. Discuss 2009 survey (what University students expect fram technology)
D. Discuss other advantages current technologies offer to students
E. Add special emphasis to the importance of social network sites

Conclusion

A. Restate my main points

B. Tell audience we'll open for questions/discussion for the last 15
minutes
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Preparing Oral Presentations

Pollution Threats to Local Groundwater
1.0 Introduce the Problem

1.1 Do you know what you are drinking when
you turn on the tap and fill the glass?

1.2 .The quality of our water is good but not
guaranteed to last forever.

1.3 Cape Cod's rapid population growth poses a
serious threat to our freshwater supply.

1.4 Measurable pollutionin some town water
supplies has already occurred.

1.5 What are the major causes and consequences
of this problem and what can wedo aboutit?

2.0 Describe the Aquifer

2.1 The groundwater is collected and held in an
aquifer.

2.1.1.  This porous rock formation creates
a broad, continuous arch beneath
the entire Cape.

{slide: a line graph showing twenty-
year population growth)

(slide: two side-by-side tables showing
twenty-year increases in nitrate and chloride
concentrations in three town wells)

(poster: a multicolored list that previews my
five subtopics)

(slide: a cutaway view of the aquifer’s
geology)

FIGURE 22.3 A partial storyboard for a long oral presentation

Your presentation’s effectiveness will depend largely on how well it connects with

listeners.

memorized delivery style in workplace settings.

mﬁvery style can be a natural way of connecting
with listeners—but only when you really know your material, feel comfortable with

ng time to prepare, offers no chance for
revision during the presentation, and spells disaster if you lose your place. Avoid a

Use an appropriate
delivery style

Memorized delivery
style

Impromptu delivery
style

your audience, and are in an informal speaking situation. Avoid an impromptu
delivery style when making complex and formal presentations, no matter how well

you know the material.

In some formal settings (a speech, a keynote address, a conference paper), it
may be appropriate for you to read your material verbatim from a prepared script.

Scripted delivery
style

A scripted delivery can help you keep strict control over your material and meet
time limits, but it offers little chance for audience interaction and it can be boring.
If you do plan to read aloud, rehearse until you are able to glance up from the

script periodically without losing your place.
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416 CHAPTER 22 Oral Presentations

Extemporaneous An extemporaneous delivery style is carefully planned, practiced, and based
on notes that keep you on track. In this natural way of addressing an audience, you
glance at your material and speak in a conversational manner. Extemporaneous
delivery is based on key ideas in sentence or topic outline form, often projected as
overhead transparencies or as slides generated from presentation software.

delivery style

e speaker to interact with the audience while following along. However, there are

dangers, such as losing track, skipping over a key point, or going over a time limit.
Table 22.1 summarizes the various uses and drawbacks of the latter three deliv-
ery styles (memorized style should always be avoided and is therefore not
included). In many instances, some combination of methods can be effective. For
example, in an orientation for new employees, you might prefer the flexibility of an
extemporaneous format.but also read a scripted passage aloud from time to time.

Although presentation software is a helpful and popular tool (see the section on
presentation software in this chapter), there are other options. For example, you

TABLE 22.1 Advantages and drawbacks of delivery styles

Delivery Method * Main Uses * * Main Drawbacks

IMPROMPTU * in-house meetings .

inventing as you speak .
( gasy peak) * small, intimate groups .

* simple topics .

offers no chance to prepare
speaker might ramble

speaker might lose track

SCRIPTED * formal speeches
(reading verbatim from a

. * large, unfamiliar groups .
written work) ge. group

* strict time limit .

* cross-cultural audiences .

* highly nervous speaker .

takes a long time to prepare
speaker can’t move around
limits human contact

can appear stiff and unnatural

might bore listeners

i—

EXTEMPORANEOUS * face-to-face presentations .
(speaking from an outline

of key points) * medium-sized, familiar groups .

* moderately complex topics
* somewhat flexible time limit

* visually based presentations

speaker might lose track

speaker might leave
something out

* speaker might exceed time limit

speaker might fumble with notes,
visuals, or equipment
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Preparing Oral Presentations

might opt for a more natural, extemporaneous presentation in which you use
handouts or flip charts. Or you might decide to sketch on a whiteboard or use an
overhead projector. Think about your audience: What would work best? What
would keep people active, engaged, and listening?

 Plahdpeyse of Visuals
Visuals not only add vigor and impact to a presentation, but they also summarize
complex information and set a tone. If you might embed visuals within your slides, -
include them in handouts, use overhead transparencies, or simply post them some-
where in the room.

Although visuals are an important component, they can also be overused or
misused. A presentation that simply uses one visual after the other will bore an
audience. Likewise, visuals that carry no real meaning or that are hard to see or
decipher will frustrate the audience.

Seek a balance of text/speech and visuals that enhance the presentation rather
than distracting from it. Notice how the slides in Figure 22.4 (page 419) use visuals
sparingly but effectively. The smart phone illustration in slide 3 illustrates the
cutting-edge technology at the center of the discussion; the bar graph in slide
4 effectively summarizes the results of a complex survey; and the closing photo-
graph sets a relaxed tone for the questions/discussion portion of the presentation.

On your own or with a volunteer viewer, practice your presentation. This process Rehearse to fine-tune
will give you an idea of how you sound and look while speaking; it will also reveal

gaps or wordiness in your presentation and help you get the timing right. If possi- Explare the Concept
ble, make an audio or video recording of yourself to see if you speak too fast or to0 g pemimoes oVt on
slow, or if you gesture too much or look stiff. Try to rehearse with the actual equip- ~ mytechcommlab

ment you plan to usegand in the actual setting.

STRATEGIES
for Preparing Oral Presentations

etermine your audience. Fill out the audience portion of an Audience and
Purpose Profile Sheet. Know exactly who your listeners are (primary and secondary),
what their attitude is toward the topic, what they already know, and what they need to
learn. If you anticipate that different audience members will have different needs,
make sure you speak to the entire audience.

» Determine your purpose. Is the purpose of the presentation to inform, instruct,
or persuade? Adjust your presentation to suit its particular purpose.

-»
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418 CHAPTER 22 Oral Presentations

STRATEGIES continued

» Do your research. Make sure you understand your topic. Anticipate audience
questions or objections and prepare answers or responses.

» Decide on your delivery style. Avoid the memorized style, as you may lose your
place. Choose an impromptu, scripted, or extemporaneous style, but recognize
the pros and cons of each.

» Organize your presentation. Include an introduction, body, and conclusion.
Prepare an outline (typical presentation) or storyboard (visually complex presen-
tation) to work out what information to discuss and when.

» Choose your technology. You need not always use presentation software. Consider
alternatives such as handouts, flip charts, whiteboards, or overhead projectors.

Use visuals. hance your presentation by using visuals, but
only when they genuinely add to the discussion. Be sure that all your visuals are
easy for the audience to'see and understand.

» Rehearse your presentation. Practice, and correct any content or style problems
based on your rehearsal.

USING PRESENTATION SOFTWARE

Overview of PowerPoint, a Microsoft product, is still the most widely used presentation software.
Egiﬁa"::ﬁo” Yet other software, such as Apple’s Keynote or Open Office’s Impress, is also used by
students and professionals. These products run on a desktop or'laptep computer;
Explore the Concept  you can share files via email or a file-sharing site. Another approach is a program
o pviih the Case Sludy  4lled Prezi that requires an Internet connection and offers creative tools for anima-
at mytechcommlab tion and transitions. Google also has a presentation program, available through an
Internet connection via Google Docs. Prezi, Google, and other such programs allow
you to collaborate on a presentation because everyone on the team can access the
same file without searching through old emails to find an attachment.
Whatever software you choose, remember that good presentations are based
on the qualities discussed previously in this chapter. They must be well
B, Analyzethe Slide  researched, carefully planned, well organized, and correctly timed. Excessive
mmm Presentation at - . . .
mytechcommiab  Material crammed on one slide might help you as you speak but will frustrate
your audience. Also, while presentation software helps structure the speaker’s
story or argument, an overreliance on bulleted items can oversimplify complex
issues and distract from the deeper message. In short, use the software as a tool,
not as the brains of the operation. Don’t let presentation software do the thinking
for you.
For specific advice, see the Strategies for Using Presentation Software on page 422.
Also, have a close look at Figure 22.4.
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Using Presentation Software 419

FIGURE 22.4

A presentation
using software
tools

Communicating with the Web

2.0 Generation

4——= Title page introduces
the speaker and topic

Lynn N. Rice simply and

= straightforwardly
Undergraduate research assistant
Department of Media and Communication

Overview

[0 The Web 2.0 generation
[0 Web 2.0 students at the University S Ovarviow siide

. — rovides a
O Student expectations of digital ouimapo ey
technology covered

[0 Focus on social network sites
[0 Questions and discussion
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CHAPTER 22 OQral Presentations

consse s The Web 2.0 Generation

carresponds to
first-bullet in the

overviey gy [0 Today’s 18-year-olds were born in
1990

m Cell phones are a given

B Texting and IM is the norm
B _Email is outdated

!Slip art adds visual —p ] InStant, anytl mE/anywhel’e
not overwhelm - communication is expected 4

3.
The Web 2.0 Generation at the
University
PDA (e.g., Palm Pilot) 23.8%
Bar graph —p Cell Phone 92.3%
summarizes
data for audience
iPod or Other MP3 68.6%
Laptop 78%
0 20 40 60 80 100
B Ownthe Device
Source: Walker, J.D. & Jorn, L. 2007. Student Technology Education Survey 2007.
4 University of Minnesota Digital Media Center, Office of Information Technology.
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Using Presentation Software

2007 Survey: What Students
Expect from Technology

0 Mobility: majority own mobile devices;
the rest want them

[0 Immediacy: use IM and text messaging
vs. email

[0 Media-multiplicity:
use simulations, animations, audio &
video technologies

Source: Walker, 1.D. & Jorn, L. 2007, Student Technology Education Survey 2007.
University of Minnesota Digital Media Center, Office of Information Technology.

]

i

——e Key points
highlighted with
checklist boxes and
bold text

Source information
set in smaller type at
|___gthe bottom of the
slide

Facebook, MySpace, and Other
Social Network (SN) Sites

[0 Students use these more than other Web
sites

[0 Schools should not create their own
versions

O SN sites allow students to form new
communities

=

—e Reasonable number
of lines on the page
and words per
bulleted item
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CHAPTER 22 OQral Presentations

Questions and Discussion

Photograph makes
the slide more
inviting and
personal

SEEETS

Using Presentation Software

» Don’t let the software do the thinking. Use your own research, sense of audi-
ence and purpose, and other original ideas to shape the presentation. Then use
the software to help make the material accessible and interesting. The shape and
content should come from you, not from the software.

» Have a backup plan in case the technology fails. Bring handouts to the presen-
tation and be prepared to give the presentation without the software. Don’t
distribute handouts until you are ready to discuss them; otherwise, people will
start reading the handouts instead of paying attention to you.

Start with an overview slide. Orient your audience by showing an opening slide
that indicates what you plan to cover and in what order.

.I» Find a balance between text and visuals. Excessive text is boring; excessive
visuals can be confusing. Each visual should serve a purpose: to summarize infor-
mation, to add emphasis, to set a tone, and so on.

with no more

. Avoid using too many slides. In general, aim for one slide per key poin—
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Delivering Oral Presentations

STRATEGIES continued

» Don’t simply read the slides. The slides are there to keep you and your audience
oriented and to highlight key points. But you should elaborate upon each slide,
adding and analyzing details.

» Avoid too much flash. Don’t allow the medium (animations, color, sound) to
obscure your message.

» Keep viewers.oriented. Don’t show a slide until you are ready to discuss it. Present
one topic per slide, bringing bullets (subtopics) on one at a time as you discuss them.
Let your audience digest the slide data while you speak, and not before or after.

» End with a “conclusions” or “questions” slide. Give your audience a sense of
having come full circle. On.a “conclusions” slide, summarize the key points. A
“questions” slide can simply provide a heading and a visual. Allow time at the end
of your presentation for questions and/or comments.

NS

Many find that the actual delivery of an oral presentation is the most difficult
hurdle. Most people experience anxiety when they must speak in public. If you are
particularly nervous, seek additional advice about ways to calm your nerves, such
as stretching beforehand and performing deep breathing exercises. You are likely to
find that once you have actually spoken your first line, you will settle down quickly:
The following Strategies offer further advice.

STRATEGIES

for Delivering Oral Presentations

prepared. The best way to calm your nerves is to remind yourself of
and research you have done. Practice your delivery so that it is profes-
d appropriate but natural for you. Also, know your material inside and out.

orize a brief introduction. If you begin your presentation smoothly and
onfidently, you won’t be as nervous going forward. Do not open by saying “I'm a
little bit nervous today” or “I have a slight cold. Can everyone hear me in the
back?” Just begin. A memorized introduction will help you avoid having to ad-lib
(potentially badly) when you are most anxious.

» Dress for success. Wear clothes that suggest professionalism and confidence.
. » Stand tall and use eye contact. Good posture and frequent eye contact convey a
senii if iiliil iiliniil ini iinﬁiiniil Priiiiii in frini ifi mirri-
>
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424 CHAPTER 22 Oral Presentations

STRATEGIES continued

ence, be sure to cast your gaze aroun the entire room or conference table.

» Take charge. If you get interrupted but don’t want to take questions until the end,
remember that you are in control. Be polite but firm: “Thank you for that good
question. I'll save it and other questions until the end of my presentation.”

» Gesture naturally. Don't force yourself to move around or be theatrical if this is
not your style. But do not stand like a robot, either. Unless you are speaking from
a podium or lectern, move around just a bit. And when it’s time to take questions,
consider moving closer to the audience. In a conference room setting, if everyone
else is seated, you should stand.

» Allow time for questions, comments, and discussion. Announce a time limit; listen
carefully; ask for.clarification if necessary; provide brief but well-considered replies (if
time allows—otherwise continue later and in private). When the time is up, announce
that you have time for one more question or comment, and conclude politely.

@‘- CHECKLIST
for Oral Presentations

[0 Have I analyzed my audience and purpose thoroughly?

[ Have I done adequate research about the topic, looking into all sides of the
problem or issue?

[0 Have I organized my material, using an outline or storyboard?

L1 Have I chosen a delivery style that best suits my skills and the needs of my
audience?

[ Have I decided to use presentation software (e.g., PowerPoint) or to use
more basic technology or no technology at all?

[ ] Am T using an appropriate number of visuals, as well as visuals that serve a
specific purpose?

[ Have I rehearsed my presentation and ironed out problems with content
and delivery?

[ If using presentation software, have I followed the strategies given in this
chapter?

[J Have I calmed my nerves and gained confidence by following the strategies
for delivering presentations in this chapter?

[J Am I prepared to allow time for questions and comments, and to interact
with my audience effectively when doing so?
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APPLICATIONS

GENERAL APPLICATIONS

1. Prepare an oral presentation for your class, based on your written formal report or
proposal. Develop an outline and a storyboard that includes at least three visuals. Ask
your instructor for the time limit of the presentation (15 minutes? 20 minutes?), and
practice so that you do not exceed the allotted time. Make note of places where you
tend to struggle or places where you speak for too long.

2. At work, on an internship, or at a campus event, observe a lecture or speech, and
evaluate it according to the Strategies boxes in this chapter. ITn a memo to your in-
structor (without naming the speaker), identify strong and weak areas and suggest
improvements.

TEAM APPLICATION

In today’s work world, presentations are often prepared by, and sometimes delivered
by, more than one person. In groups of three to-four people, come up with a simple
presentation topic that everyone can work on. (You might want to base this topic on a
group writing activity from the semester.) Discuss how, as a team, you will approach
the research, planning, and creation of the presentation. For example, will one person
be responsible for the research? Will another person put the slides together? Create a
brief presentation for your instructor and classmates (using presentation software),
describing the process you will take and the decisions that your team made.

GLOBAL APPLICATION

You've been assigned to represent your company at an international conference or be-
fore international clients. As you plan and prepare your presentation, what can you do
to remain sensitive to various cultural expectations? For example, some cultures might
be offended by a presentation that gets right to the point without first observing for-
malities of politeness. Use the Internet to research issues about intercultural communi-
cation, then create a short presentation on this topic for the class.

COMPUTER/WEB-BASED APPLICATION

As noted in the Team Application above, presentations are often created collabo-
ratively. Refer back to the discussion on page 418 (“Using Presentation Software”), and
experiment with various options for collaboration. Do the desktop/laptop based pro-
grams, such as PowerPoint and Keynote, allow teams to work on a common document?
(Hint: look for “share” in the menu bar to see what options you have.) What about
Web-based programs such as Prezi and Google Doc’s presentations program? (You will
need a Google account to try the latter.) Decide which approach would work best for a
class team project and share your results with the class in a short presentation.

PEARSON I'- For additional technical writing resources that will help you master the chapter objectives,
mtc go to www.mytechcommlab.com.
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WHAT IS PLAGIARISM?

When creating technical documents, especially more formal, longer
documents such as reports, you will need to rely on outside research.
To make your case credible, use outside sources wisely and avoid
plagiarizing the work of others.

Plagiarism is using someone else’s work—words, ideas, or illus-
trations, published or unpublished—without giving the creator of
that work sufficient credit.’ A serious breach of scholarly ethics,
plagiarism can have severe consequences. Students risk a failing
grade or disciplinary action ranging from suspension to expulsion;
a record of such action can adversely affect future professional
opportunities. Scholars and teachers can face public disgrace and
even be forced out of a position. Elsewhere in the workplace, pla-
giarism can lead to a lawsuit as well as permanent career damage.

Plagiarism violates three significant values: preserving intellec-
tual honesty, giving credit to the work of others, and promoting
intellectual growth. First, the academic community relies on the recip-
rocal exchange of ideas and information to advance knowledge and
research. Using material without acknowledging its source violates
this expectation and consequently makes it harder for researchers to
verify and build on others’ results. In addition, plagiarism cheats
writers and researchers of the credit they deserve for their work and
creativity. Even with the writer’s permission, presenting another’s
work as one’s own is equivalent to lying: it’s a form of dishonesty.
Finally, and perhaps most important for students, plagiarizing
negates the very reason for attending college. A student who hands
in a plagiarized paper has missed an opportunity for growth and
learning.

“Portions of this appendix were written by Linda Stern, Publishing School of
Continuing and Professional Studies, New York University, and adapted by
the authors.
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Taking Effective and Accurate Notes 427

Ethical considerations aside, it’s hard to get away with plagiarism. Experienced Plagiarism is easy to
professors can easily tell when a paper is not written in a student’s own style or is more ~ $P°!
Profe‘ssmnall.y Prepared than they woultfl expect. ?n addition, on.lu.1e services can now Explore the Podcast
identify plagiarized papers, and academic institutions are subscribing to such services. on Avoiding
.. . . . . . Plagiarism at
Most plagiarism is unintentional. To avoid plagiarism, you need to do all of 1 fechcommiab

the following:

¢ Identify sources and information to be documented in your paper. Ways to avoid
4 unintentional
¢ Take effective and accurate notes. plagiarism

¢ Understand how to quote, paraphrase, and summarize properly.

¢ Know how to document sources both in the text itself and at the end of your report.

IDENTIFYING SOURCES AND INFORMATION TO
BE DOCUMENTED

Documentation is the key to avoiding plagiarism. The legal doctrine of fair use (see  The importance of
page 460) allows writers to quote or paraphrase a limited amount of another’s work ~ documentation

in their own papers and books. To make sure that they are not plagiarizing someone

else’s work, writers must therefore take care to document every source they consult

accurately and clearly. Documentation involves providing readers with sufficient

information about the sources you have consulted; consequently, readers may con-

sult those sources themselves if they so desire. This sort of documentation ordinar-

ily requires two elements: (1) an end-of-report list of sources used in the report

(known as a Works Cited or References list), and (2) citations in the text of the

report that link to the items in that end-of-report list.

Whenever you use information from an outside source (any source that isn’t your  What needs to be

own brain), you need to document that source. Some major outside sources that ~documented and
researchers often consult are discussed in Chapter 3 and include books, newspapers,
magazines, government sources, radio or television programs, material from electronic
databases, correspondence, films, plays, interviews, speeches, surveys, and Web sites.
The one major exception to this rule is that you do not have to document common
knowledge: widely known information about current events, famous people, geograph-
ical facts, or familiar history. When in doubt, the safest strategy is to provide documen-
tation. (For more on what you should document, see page 433.)

TAKING EFFECTIVE AND ACCURATE NOTES

Another key way to avoid unintentional plagiarism is to take notes systematically. ~Why note-taking
Do not rely on your memory to keep track of the sources you consult and the s important
information you want to use from those sources. Take detailed notes that identify

the specific material and its sources; otherwise you may forget about a source you

learned something from, thereby unintentionally plagiarizing.
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APPENDIX A Documenting Sources

Because most research today is done electronically, you need to be especially
careful about taking notes if you cut and paste quotations or other material from an
electronic source. Whether this source is a Web page, a blog or wiki, or a journal
article available in electronic format, be sure to keep track of the author (individual
or organizational), Web address, and date when you accessed the information. If the
publication is a traditional one in e-format (such as the electronic version of the
New York Times), record the title, page number, and other publication information
needed for the citation.

How to take notes Using old-fashioned notecards is one way to record your sources and the mate-
rial youwant to use. Figure A.1 shows a notecard entry for a bibliographic citation.

Record each

bibliographic citation . X
exacﬂ% as it will 1y Pinsky, Mark-A. The EMF Book: What You Should Know about Electromagnetic
appear in your final Fields, Electromagnetic Radiation, and Your Health. New York: Warner, 1995.

report.

FIGURE A.1 A bibliographic citation

Researchers also take notes on a laptop computer, using electronic file pro-
grams or database management software that allows citations and notes to be filed,
shuffled, and retrieved by author, title, topic, date; or keywords. You can also take
notes in a single word-processing file and then use the “Find” command to locate
notes quickly. Be sure to take your time when cutting and pasting direct quotes
and include all citation information.

RATEGIES
for Taking Notes

» Keep copies of your documentation information. For all sources that you use,
keep photocopies or accurate notes of the title and copyright pages and the pages
with quotations you need. Highlight the relevant citation information in color.
Keep these materials until you've completed your report.

v

Create the Works Cited or References list first. Before you start writing your
report, create a working bibliography, a list of possible sources to which you add
entries as they emerge. When you finalize your list, you can delete entries for
sources that you've decided not to use.

v

Record bibliographical information for each source you consult. Use the cita-
tion format that will appear in your document. Record the information accurately
so you won't have to track down a source at the last minute. When searching
online, print out or save the full bibliographic record for each source or copy and
paste the Web address into your document, thereby ensuring an accurate citation.

>
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STRATEGIES continued

» Determine whether to quote, paraphrase, or summarize. When quoting
others directly, be sure to record words and punctuation accurately. When
restating material in your own words (paraphrasing and summarizing),
preserve the original meaning and emphasis. Double-check if any portions of
paraphrases or summaries are actually quotations, and insert the necessary
quotation-marks.

QUOTING, PARAPHRASING, AND SUMMARIZING
PROPERLY

To avoid plagiarism, you must use material from outside sources properly. You can
integrate outside material into your paper in three ways: by quoting, paraphrasing,
or summarizing. Each method must accurately convey the meaning expressed in
the original source.

Quoting the Work of Others

A quotation reproduces a portion of a source, using the exact words, fora purpose
of your own: to support a statement or idea, to provide an example, to advance an
argument, or to add interest or color to a discussion. A quotation can range in
length from a word or phrase to several paragraphs. In general, quote the least
amount that gets your point across.

In your notes, place quotation marks around all exact wording you borrow,
whether the words were written or spoken (as in an interview or presentation) or
appeared in electronic form. Even a single borrowed sentence or phrase or a single
word used in a special way requires quotation marks, with the exact source properly
cited. These sources include people with whom you collaborate. Figure A.2 shows
notes for a quotation. Notes can be taken by typing your information in a word-
processing document.

Pinsky, Mark A. pp. 29-30

“Neither electromagnetic fields nor electromagnetic radiation causes cancer per se,
most researchers agree. What they may do is promote cancer. Cancer is a multistage
process that requires an ‘initiator’ that makes a cell or group of cells abnormal.
Everyone has cancerous cells in his or her body. Cancer—the disease as we think of
it—occurs when these cancerous cells grow uncaontrollably.”

-
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STRATEGIES
for Quoting the Work of Others

» Use a direct quotation only when absolutely necessary. Sometimes a direct
quotation is the only way to do justice to the author’s words or thoughts. Use
direct quotations to preserve the original line of reasoning, special phrasing or
emphasis, precise meaning, or an especially striking or colorful example. Direct
quotes convey the authority and complexity of expert opinion and can capture the
original’s voice, sincerity, or emotional intensity.

» Copy the material from your source to your document exactly as it appears in the
original. Do not alter the original spelling, capitalization, or punctuation. If a
quotation-contains an obvious error, you may insert [sic], which is Latin for “so” or
“thus,” to show that the error appeared in the original. Record the exact page num-
bers, and double-check that you haven’t altered the original expression in any way.
Use ellipses to keep quotations as brief as possible. Ellipses are three spaced
periods (. . .) indicating that words have been omitted within a single sentence.
Add a fourth period to indicate the end of a sentence or the omission of more
than a sentence. The resulting passage must be grammatical and must not distort
the original meaning. (For more on ellipses, see pages 473-474.)

v

Use square brackets to insert your own clarifying comments or transitions. To
distinguish your words from those of your source, place them within brackets—for
example, “This occupation [campus police officer| requires excellent judgment.”

v

v

Integrate quoted material into your writing smoothly and grammatically.
Quotations must blend seamlessly into your text so that the resulting sentence is
neither ungrammatical nor awkward, and punctuation must be handled properly
(see pages 472-473).

In your paper, set off long quotations as block quotations. Avoid relying on
long quotations except when you want to provide an extended example or defini-
tion, or to analyze or discuss a particular idea or concept. Start on a separate line.
Double-space and indent the entire block ten spaces. Do not indent the first line
of the passage and do not use quotation marks.

v

v

Cite the source of each quoted passage. Tmmediately follow each quotation with
a parenthetical reference (see pages 434 and 446) indicating the source.

Paraphrasing the Work of Others

Research is a process of independent thinking in which you work with the ideas of
others to reach your own conclusions. Therefore, unless the author’s exact wording
Definition of a is essential, try to paraphrase instead of quoting borrowed material. A paraphrase
paraphrase is a restatement, in your own words and your own sentence structure, of specific
ideas or information from a source. The chief purpose of a paraphrase is to
maintain your own writing style throughout your paper. A paraphrase can be about

as long as the original passage.
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Quoting, Paraphrasing, and Summarizing Properly

Paraphrasing means more than changing or shuffling a few words; it means
restating the original idea in your own words—sometimes in a clearer, more direct
and emphatic way—and giving full credit to the source. To offer as a paraphrase an
original passage only slightly altered is plagiarism. Equally unethical is offering a
paraphrase, although documented, that distorts the original meaning.

Figure A.3 shows notes in which the quotation in Figure A.2 has been para-
phrased. Paraphrased material is not enclosed within quotation marks, but it is
documented to acknowledge your debt to the source.

Signal the
beginning of the

According to Pinsky, most researchers doubt that cancer is caused by either
paraphrase by

electromagnetic fields or electromagn_e_tic_ radiation. Th_ese electrical currents, < identifying the
however, may “promote” cancer by initiating the “multistage process” that leads to source and the end
the proliferation of cancer cells that are otherwise present in small amounts in the by citing the
healthy human body {29-30). location.

FIGURE A.3 Notes for a paraphrase

STRATEGIES
for Paraphrasing the Work of Others

» Retain key words from the original to preserve its meaning. Use quotation
marks within your paraphrase to indicate quoted material.

» Use your own words and sentence structure. Do not duplicate the source’s
words (unless quoting briefly), and write the sentences in your own style.

» Make sure your readers know when the paraphrase begins and ends. Identify
the source at the start of the paraphrase or as early into it as possible.

» Be sure to preserve the author’s original intent. Check that your paraphrase is
an accurate and objective restatement of the source’s specific ideas.

» Indicate the exact source of each paraphrased passage. Immediately follow each
paraphrase with a parenthetical reference (see pages 434 and 446) indicating the
exact location of the material in the source.

Summarizing the Work of Others

Like a paraphrase, a summary is a restatement of the original in your own words.  Definition of a
A summary, however, restates a large portion of the original text briefly, rather summary
than restating a small portion of the original in about the same number of words.

Figure A.4 shows notes in which the quotation in Figure A.2 has been summarized.

For more information on summarizing see Chapter 15.
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Signal the beginning
g;:ﬁff!:’n";:“ha;y by Pinsky explains that electromagnetic waves probably do not directly cause cancer.
source, and the end +— However, they might contribute to thg uncontrollable growth of cancer cells that are
by citing the normally present—but controlled—in the human body (29-30).

location.

FIGURE A.4 Notes for a summary

STRATEGIES

for Summarizing the Work of Others

» Use your own words and sentence structure. If you must quote a crucial word
or phrase directly, use quotation marks around the quoted words.

» Make sure your readers know when the summary begins and ends. As with a
paraphrase, identify the source early in the summary.

» Make sure your summary is anaccurate restatement of the source’s main ideas.
Do not add new details or remove essential details from the original.

» Indicate the exact source of the summarized material. Immediately follow
each summary with a parenthetical reference (see pages 434 and 446) indicating the
exact location of the material in the source.

DOCUMENTATION: THE KEY TO AVOIDING
PLAGIARISM

Proper documentation satisfies professional requirements for ethics, efficiency,
and authority.

Why You Should Document

Ethical reasons Documentation is a matter of ethics, in that the originator of borrowed material
deserves full credit and recognition. Moreover, all published material is protected
by copyright law. Failure to credit a source could make you liable to legal action,
even if your omission was unintentional. (For more on copyright, see page 459.)

Efficiency reasons Documentation is also a matter of efficiency. Accurate documentation provides
a network for organizing and locating the world’s recorded knowledge. If you cite a
particular source correctly, your reference will enable interested readers to locate
that source themselves.

Authority reasons Finally, documentation is a matter of authorify. In making any claim (say, “A
Mercedes is more reliable than a Ford”) you invite challenge: “Says who?” Data on
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road tests, frequency of repairs, resale value, workmanship, and owner comments
can help validate your claim by showing its basis in fact. A claim’s credibility in-
creases in relation to the expert references supporting it. For a controversial topic,
you may need to cite several authorities who hold various views. Readers of your
research report expect the complete picture.

WhatYou Should Document

Document any insight, assertion, fact, finding, interpretation, judgment, or other Document any ideas
“appropriated material that readers might otherwise mistake for your own” ‘;L;’“;?J'Jf ;r\:’:l are
(Gibaldi & Achtert, 3rd ed., 155)—whether the material appears in published form

or not. Specifically, you must document these sources:

¢ any source from which you use exact wording Sources that require
. — documentation
* any source from which you adapt material in your own words

e any visual illustration: charts, graphs, drawings, or the like

In some instances, you might have reason to preserve the anonymity of unpub-  How to document a
lished sources—say, to allow people to respond candidly without fear of reprisal (as ~ ¢onfidential source
with employee criticism of a company), or to protect their privacy (as with certain
material from email inquiries or electronic newsgroups). You must still document
the fact that you are not the originator of this material. Using MLA style (see page
434), you would provide a general acknowledgment in the text (“A number of em-
ployees expressed frustration with . . .”), along with a general citation in yourlist of
Works Cited (“Interviews with department employees, May 2009”). Using APA
style (see page 446), you would cite the confidential source in your text itself (“Dur-
ing interviews with department employees in May 2009 .. .”).

As stated previously in this appendix, you don’t need to document anything Common knowledge
considered common knowledge (material that appears repeatedly in general gﬁﬁg;gﬁﬁ;
sources). In medicine, for instance, it has become common knowledge that foods
containing animal fat (meat, butter, cheese, whole milk) raise blood cholesterol
levels. So in a research report on fatty diets and heart disease, you probably would
not need to document that well-known fact. But you would document informa-
tion about how the fat-cholesterol connection was discovered, what subsequent
studies have found (say, on the role of saturated versus unsaturated fats), and any
information for which some other person could claim specific credit. If the
borrowed material can be found in only one specific source and not in multiple
sources, document it. When in doubt, document the source.

How You Should Document

Cite borrowed material twice: at the exact place you use that material, and at the aDr?gL;Ttir;t ;?]:,e;f

end of your report. Documentation practices vary widely, but all systems work the text
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almost identically in the following respect: A brief in-text reference names the
source and refers readers to the complete citation at the end of the report, which
allows readers to consult the source if they so desire.

This chapter illustrates citations and entries for three styles that are widely
used for documenting sources in professional writing:

¢ Modern Language Association (MLA) style for the humanities
» American Psychological Association (APA) style for social sciences

¢ Council of Science Editors (CSE) style for natural and applied sciences

Unless your audience or your company has a preference, any style can be adapted
to most research writing. Use one style consistently throughout your document.

MLA DOCUMENTATION STYLE

The MLA Handbook for Writers of Research Papers, 6th ed. (2003), updated in the
third edition of the MLA Style Manual and Guide to Scholarly Publishing (2008),
requires that you cite a source briefly in your text (parenthetical reference) and
fully at the end of the report (in a “Works Cited” list).

MLA Parenthetical References
For clear and informative parenthetical references, observe these guidelines:

e If you name the author in your discussion, do not repeat the name in your
parenthetical reference; simply give the page or page range:

Citing page numbers Lederman points out that data provided by 796 colleges indicate that
only violent crime on campus began increasing rapidly around 1985 (31).

« If you cite two or more works in a single parenthetical reference, separate the
citations with semicolons:

Three works in a | (Jones 32; Leduc 41; Gomez 293-94)
single reference
« If you cite two or more authors with the same surname, include the first initial

in your parenthetical reference to each author:

Two authors with | (R. Jones 32) (S. Jones 14-15)
identical surnames
¢ If you cite two or more works by the same author, include the first significant

word from each work’s title or a shortened version of the title:
Two works by one | (Lamont, Biophysics 100-01) (Lamont, Diagnostic Tests 81)
author
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o If the work is by an institutional or corporate author or if it is unsigned (that
is, if the author is unknown), use only the first few words of the institutional
name or the work’s title in your parenthetical reference: Instituti

nstitutional,

: . ) : ; . ) corporate, or
| (American Medical Association 2) (“Distribution Systems” 18) anonymous author

To avoid distracting the reader, keep each parenthetical reference as brief as  Keep parenthetical
possible. One method is to name the source in your discussion and to place only ~references shart
the page number in parentheses.

For a paraphrase, place the parenthetical reference before the closing punctua- ~ Where to place a
tion mark. Por a quotation in the text, place the reference between the {inal quota- E:fz:tnh;t'cal
tion mark and the closing punctuation mark. For a quotation set off (indented)
from the text, place the reference affer the closing punctuation mark.

MLA Works Cited Entries”

The Works Cited list includes each source that you have paraphrased or quoted.  How to format the
Place your Works Cited list on a separate page at the end of the document. Arrange ~ Works Cited list
entries alphabetically by author’s surname. When the author is unknown, list the

title alphabetically according to its first word (excluding introductory articles). For

a title that begins with a numeral, alphabetize the entry as if the number were

spelled out. In preparing the list, type the first line of each entry flush with theleft

margin. Indent the second and subsequent lines 1/2 inch (five spaces). Double-

space within and between entries.

Following are examples of complete citations as they would appear in the "Howto cite
Works Cited list. Shown below each citation is its corresponding parenthetical ref- ~ individualitems
erence as it would appear in the text. Note the capitalization, abbreviations, spac-
ing, and punctuation in the sample entries. Also note that each citation names the
medium of publication (print, Web, CD, film, television, and so on) in which you
located the material you are citing.

Table A.1 provides an overview of the types of citations discussed in this section.

MLA Works Cited Entries for Books. Any citation for a book should contain ~ What to include in
the following information (found on the book’s title and copyright pages): author, :“hg"'OLkA citation for
title (in italics), editor or translator, edition, volume number, facts about publica-

tion (city, publisher, date), and medium (“Print,” “Web,” “Lecture,” and so on).

"Our thanks to Cynthia K. Marshall, Wright State University, for the most recent MLA style updates.
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TABLE A.1 INDEXTO MLA WORKS CITED ENTRIES

BOOKS 18. Letter, unpublished
1. Book, single author 19. Questionnaire
2. Book, two or three authors 20. Brochure or pamphlet
3. Book, four or more authors 21. Lecture
4. Book,-anonymous author 22. Government document
5. Multiple books, same author 23. Document with corporate or foundation
6. Book, one or more editors authorship )
7. Book, indirectsource 24. Map or other visual aid
8. Anthology selection or book chapter 25. Miscellaneous items (unpublished report,

PERIODICALS

9. Article, magazine
10. Article, journal with new pagination
each issue

dissertation, and so on)

ELECTRONIC SOURCES

. Online abstract
. Print article posted online

11. Article, journal with continuous pagination | 28 Reference database
12. Article, newspaper 29 Computer software
30.CD-ROM
OTHER SOURCES 31. Email discussion group
13. Encyclopedia, dictionary, other 32. Newsgroup
alphabetical reference 33. Personal email

14. Report

15. Conference presentation

16. Interview, personally conducted
17 Interview, published

1. Book, Single Author—MLA

. Home page for.a course
. Blogs, wikis, podcasts, and real-time

communications

. General reference to.a Web site

Reardon, Kathleen Kelley. They Don’t Get It, Do They? Communication in

the Workplace—Closing the Gap between Women and Men. Boston:

Little, 1995. Print.

Parenthetical reference: (Reardon 3-4)

Identify the city of publication; if in the United States, omit the state. If several
cities are listed on the title page, give only the first. For Canada, include the
province abbreviation after the city. For all other foreign countries, include an

abbreviation of the country name.

2. Book, Two or Three Authors—MLA

Aronson, Linda, Roger Katz, and Candide Moustafa. Toxic Waste Disposal

Methods. New Haven: Yale UP, 2010. Print.

Parenthetical reference: (Aronson, Katz, and Moustafa 121-23)
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Shorten publishers’ names, as in Simon for Simon & Schuster, GPO for
Government Printing Office, and Yale UP for Yale University Press. For page
numbers with more than two digits, give only the final two digits for the second
number when the first digit is identical.

3/ Book, Four or More Authors—MLA

Santos, Ruth J., et al. Environmental Crises in Developing Countries.

New York: Harper, 2009. Print.

Parenthetical reference: (Santos et al. 9)
Et al. is the abbreviated form of the Latin ef alia, meaning “and others.”
4. Book, Anonymous Author— MLA

Structured Programming. Boston: Meredith, 2010. Print.

Parenthetical reference: (Structured 67)

5. Multiple Books, Same Author—MLA

Chang, John W. Biophysics. Boston: Little, 2009. Print.

---. Diagnostic Techniques. New York: Radon, 1999. Print.

Parenthetical reference: (Chang, Biophysics 123-26) (Chang, Diagnostic 87)

When citing more than one work by the same author, do not repeat the author’s name;
simply type three hyphens followed by a period. List the works alphabetically by title.

6. Book, One or More Editors—MLA

Morris, A. J., and Louise B. Pardin-Walker, eds. Handbook of New

Information Technology. New York: Harper, 2009. Print.

Parenthetical reference: (Morris and Pardin-Walker 34)
For more than three editors, name only the first, followed by et al.
7. Book, Indirect Source—MLA
K1ine, Thomas. Automated Systems. Boston: Rhodes, 1999. Print.

Stubbs, John. White-Collar Productivity. Miami: Harris, 2002. Print.

Parenthetical reference: (qtd. in Stubbs 116)

When your source (as in Stubbs, above) has quoted or cited another source, list
each source in its appropriate alphabetical place in the Works Cited list. Use the
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name of the original source (here, Kline) in your text, and begin the parenthetical
reference with gtd. in, or cited in for a paraphrase.

8. Anthology Selection or Book Chapter— MLA

Bowman, Joel P. “Electronic Conferencing.” Communication and
Technology: Teday and Tomorrow. Ed. A1l Williams. Denton: Assn.

for Business Communication, 1994. 123-42. Print.

Parenthetical reference: (Bowman 129)

The page numbers in the complete citation are for the selection cited from the
anthology.

MLA Works Cited Entries for Periodicals. Give all available information in
this order: author, article title (in quotation marks), periodical title (in italics), vol-
ume and issue, date (day, month, year), and page numbers for the entire article—
not just pages cited.

9. Article, Magazine— MLA
DesMarteau, Kathleen. “Study Links Sewing Machine Use to Alzheimer’s
Disease.” Bobbin Oct. 1994: 36-38. Print.

Parenthetical reference: (DesMarteau 36)

No punctuation separates the magazine title and date. Nor is the abbreviation p. or pp.
used to designate page numbers. If no author is given, list all other information:
“Video Games for the Next Decade.” Power Technology Magazine 18 Oct.
2009: 18+. Print.
Parenthetical reference: (“Video Games™ 18)
This article began on page 18 and continued on page 21. When an article does not
appear on consecutive pages, give only the number of the first page, followed im-

mediately by a plus sign. A three-letter abbreviation denotes any month spelled
with five or more letters.

10. Article, Journal with New Pagination Each Issue—MLA

Thackman-White, Joan R. “Computer-Assisted Research.” American Library

Journal 51.1 (2010): 3-9. Print.

Parenthetical reference: (Thackman-White 4-5)

Because each issue for that year will have page numbers beginning with 1, readers
need the number of this issue: Here 51 is the volume number and 1 is the issue
number. Omit The, A, or An from a journal or magazine title.
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11. Article, Journal with Continuous Pagination—MLA

Barnstead, Marion H. “The Writing Crisis.” Journal of Writing Theory 12
(2009): 415-33. Print.

Parenthetical reference: (Barnstead 418)

When page numbers continue from issue to issue, readers won't need the issue
number because no other issue in that year repeats the same page numbers.
(Include the issue number, however, if you think it will help readers retrieve the
article more easily.) Here 12 is the volume number.
If you are citing an-abstract-found in a bound collection of abstracts, and not  How to cite abstracts
the full article, include the information on the abstracting service right after the
information on the original article.

Barnstead, Marion H. “The Writing Crisis.” Journal of Writing Theory 12
(2009): 415-33. Rhetoric Abstracts 67 (2010): item 1354. Print.

If you are citing an abstract that appears before the printed article, add Abstract,
followed by a period, immediately after the original work’s page number or
range.

12. Article, Newspaper—MLA

Baranski, Vida H. “Errors in Medical Diagnosis.” Boston Times 15 Jan.

2010, evening ed., sec. B: 3+. Print.

Parenthetical reference: (Baranski 3)

When a daily newspaper has more than one edition, cite the edition after the date.
Omit any introductory article in the newspaper’s name (not The Boston Times). If
no author is given, list all other information. If the newspaper’s name does not con-
tain the city of publication, insert it, using brackets: Sippican Sentinel [Marion].

MLA Works Cited Entries for Other Sources. Miscellaneous sources range ~ What to include in
from unsigned encyclopedia entries to conference presentations to government :"ml\i’l‘t’zlgaa;g’unsf‘”
publications. A full citation should give this information (as available): author, source

title, city, publisher, date, and page numbers.

13. Encyclopedia, Dictionary, Other Alphabetical Reference—MLA
“Communication.” The Business Reference Book. 2008 ed. Print.
Parenthetical reference: (“Communication™)
Begin a signed entry with the author’s name. For any work arranged alphabeti-

cally, omit page numbers in the complete citation and the parenthetical reference.
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For a well-known reference book, include only an edition (if stated) and a date.
For other reference books, give the full publication information.

14. Report—MLA

Electrical Power Research Institute (EPRI). Epidemiologic Studies of
Electric Utility Employees. (Report No. RP2964.5). Palo Alto:
EPRI, Nov. 1994, Print.

Parenthetical reference: (Electrical Power Research Institute [EPRI] 27)

If no author is given, begin with the organization that sponsored the report.

For any report or other document with group authorship, include the group’s
abbreviated name in your first parenthetical reference and then use only that
abbreviation in any subsequent reference.

15. Conference Presentation— MLA

Smith, Abelard A. “Multicultural Stereotypes in Elizabethan Prose
Fiction.” Conference Presentation. First British Symposium in
Multicultural Studies. Londen, 11-13 Oct. 2007. Ed. Anne Hodkins.
London: Harrison, 2008. 106-21. Print.

Parenthetical reference: (Smith 109)
The previous example shows a presentation that has been included in the pub-
lished proceedings of a conference.
For an unpublished presentation, include the presenter’s name, the title of the
presentation, and the conference title, location, date, and the medium (Conference

presentation) from which you accessed this material. Do not italicize the confer-
ence information.

16. Interview, Personally Conducted—MLA

Nasson, Gamela. Personal interview. 2 Apr. 2010.

Parenthetical reference: (Nasson)

17. Interview, Published —MLA

Lescault, James. “The Future of Graphics.” Interview by Carol Jable.
Executive Views of Automation. Ed. Karen Prell. Miami: Haber,

2007. 216-31. Print.
Parenthetical reference: (Lescault 218)

The interviewee’s name is placed in the entry’s author slot.
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18. Letter, Unpublished —MLA
Rogers, Leonard. Letter to the author. 15 May 2010. Print.

Parenthetical reference: (Rogers)

19. Questionnaire—MLA
Taynes, Lorraine. Questionnaire sent to 61 college administrators.
14 ‘Feb. 2009. Print.

Parenthetical reference: (Taynes)

20. Brochure or Pamphlet~MLA
Career Strategies for the 21st Century. San Francisco: Blount Economics
Assn., 2010. Print.

Parenthetical reference: (Career)

If the work is signed, begin with its author.

21. Lecture—MLA

Dumont, R. A. “Androgyny and the Rhetorical Tradition.” University of
Massachusetts at Dartmouth, 15 Jan. 2010. Lecture.

Parenthetical reference: (Dumont)

If the lecture title is not known, write Address, Lecture, or Reading and do not use
quotation marks. Include the sponsor and the location if they are available.

22. Government Document— MLA
If the author is unknown, begin with the information in this order: name of the
government, name of the issuing agency, document title, place, publisher, and date:
Virginia. Highway Dept. Standards for Bridge Maintenance. Richmond:

Virginia Highway Dept., 2009. Print.

Parenthetical reference: (Virginia Highway Dept. 49)

For any congressional document, identify the house of Congress (Senate or House of
Representatives) before the title and the number and session of Congress after the title:
United States. Cong. House. Armed Services Committee. Funding for the
Military Academies. 108th Cong., 2nd sess. Washington: GPO, 2009.
Print.
Parenthetical reference: (U.S. Armed Services Committee 41)
GPO is the abbreviation for the United States Government Printing Office.
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For an entry from the Congressional Record, give only date and pages:
Cong. Rec. 10 Mar. 2006: 2178-92. Print.

Parenthetical reference: (Cong. Rec., 2184)

23. Document with Corporate or Foundation Authorship—MLA

Hermitage Foundation. Global Warming Scenarios for the Year 2030.

Washington: Natl. Res. Council, 2009. Print.

Parenthetical reference: (Hermitage Foundation 123)

24. Map-or Other Visual Aid—MLA

Deaths Caused by Breast Cancer, by County. Map. Scientific American

Oct. 1995: 32D.-Print.

Parenthetical reference: (Deaths €Caused)

If the creator of the visual is listed, list that name first. Identify the type of visual
(Map, Graph, Table, Diagram) immediately following its title.

25. Miscellaneous Items (Unpublished Report, Dissertation, and so on) —MLA
Provide information in this order:

Author (if known). “Title” (in quotes). Sponsoring organization or
publisher, date. Page or page range. Medium of publication.

For any work that has group authorship (corporation, committee, task force), cite
the name of the group or agency in place of the author’s name.

Whattoincludeinan  MILA Works Cited Entries for Electronic Sources. Electronic sources

MLA citation for an : : :

alectronic source include Internet .51te.s, reference databas_es, CD-ROMs, computer software., ema}]l,
and blogs. Any citation for an electronic source should allow readers to identify
the original source (printed or electronic) and trace a clear path for retrieving the
material. Provide all available information in the following order:

1. Name of author, editor, or producer of the work or site. If no author is given,
begin with item 2. For works with multiple or anonymous authors, follow the
guidelines for print sources.

2. Title of the work. For online postings such as email discussion lists or news-
groups, give the title of the posting. Italicize the title unless it is part of a
larger work; in that case, enclose the title in quotation marks and italicize the
larger work’s title.
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3. Title of the Web site (in italics), if this differs from item 2.
4. Version or edition of the site, if relevant.

5. Publisher or sponsor of the site (often listed at the bottom of the Web page). If
this information is not given, use N.p. (for no publisher).

6. Publication date (day, month, and year, if available). If no date is given, use n.d.

7. Medium of publication that you accessed. For all online sources, this would
be Web.

8. Date you accessed the source (day, month, and year).

Kent, Maureen. “The Glass Ceiling.” Businessmonthlyonline.com. n.d.
Web. 4 Oct. 2009.

If the work you have accessed electronically exists in a print or other version, you
can include the publication information for that medium if you decide readers
would find it useful. Begin with (1) the citation format for the other medium,
followed by (2) the title of the database or Web site (in.italics) from which you
retrieved the content, (3) the medium of publication (Web); and (4) your access
date (day, month, and year).

Cayer, Kevin. “The Silent Depression™ Cashfiow Magazine. Moneyline, 1

June 2009. Web. 5 April. 2010.

Include the Web address only if the site likely cannot be found through any other
information, or if your instructor requires. This would be the citations’s final item,
enclosed in angle brackets (< >) and followed by a period. Provide the full elec-
tronic address, including the access-mode identifier (http, ftp, etc.). When a Web
address continues from one line to the next, break it only after a slash or a period;
do not insert a hyphen.
“Filing Your Taxes Online.”™ IRS.gov. Internal Revenue Service. June
2009. Web. Oct. 2009 <http://www.irs/gov/factsheets/

online-filing.htm>.

26. Online Abstract—MLA

Lane, Amanda D., et al. “The Promise of Microcircuits.” Journal of

Nanotechnology 12.2 (2006): n.pag. Abstract. Web. 11 May 2009.

Parenthetical reference: (Lane et al.)

The n. pag. designates no page numbers. For more on citing an abstract, see
page 439.
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27. Print Article Posted Online—MLA
Jeffers, Anna D. “NAFTA's Effects on the U.S. Trade Deficit.” Sultana
Business Quarterly 3.4 (2004): 65-74. Web. 5 Apr. 2008.

Parenthetical reference: (Jeffers 66)

28. Reference Database —MLA
Sah1, J. D. “Power Lines, Viruses, and Childhood Leukemia.” Cancer
Causes Control 6.1 (Jan. 1995): 83-85. MEDLINE. Web. 7 Nov. 2001.

Parenthetical reference: (Sahl 83)
For entries with a print equivalent, begin with print publication information, then
the database title (italicized, as in MEDLINE), the Web designation to indicate the
medium, the service provider, and the date of access. The access date is important
because frequent updatings of databases can produce different versions of the material.

For entries with no print equivalent, give the title and date of the work in quo-
tation marks, followed by the electronic source information:

Argent, Roger R. “An Analysis of International Exchange Rates for

2009.” Accu-Data. Dow Jones News Retrieval. Web. 10 Jan. 2010.

Parenthetical reference: (Argent)

If the author is not known, begin with the work’s title. If the Web document has
page numbers, include them in your entry and in your parenthetical reference.
29. Computer Software —MLA
Virtual Collaboration. Software. New York: Pearson, 2010.

Parenthetical reference: (Virtual)
Begin with the author’s name, if known.

30.CD-ROM—MLA

Canalte, Henry A. “Violent Crime Statistics: Good News and Bad News.”
Law Enforcement Feb. 1995: 8. ABI/INFORM. CD-ROM. ProQuest. Sept.
2010.

Parenthetical reference: (Canalte 8)

If the material is also available in print, begin with the information about the
printed source, followed by the electronic source information: name of data-
base (italicized), CD-ROM designation, vendor name, and electronic

publication date. If the material has no print equivalent, list its author (if
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known) and its title (in quotation marks), followed by the electronic source
information.

For CD-ROM reference works and other material that is not routinely
updated, give the work title followed by the place, electronic publisher, date, and
the CD-ROM designation:

Time Almanac. Washington: Compact, 2008. CD-ROM.

Parenthetical reference: (Time Almanac 74)

Begin with the author’s name, if known.

31. Email Discussion Group— MLA

Kosten, A. “Major Update of the WWWVL Migration and Ethnic Relations.”
7 Apr. 1998. ERCOMER News. E-mail.

Begin with the author’s name (if known), followed by the title of the work (in quo-
tation marks), date of message, title of discussion group (italicized), and medium.
Do not include the date of your access.

32. Newsgroup—MLA

Dorsey, Michael. “Environmentalism or Racism?” 25 Mar. 2002. Online

posting. 1 Apr. 2003 <news: alt.org.sierra-club>.

33. Personal Email—MLA

Wallin, John Luther. “Frog Reveries.” Message to the author. 12 Oct.
2009. E-mail.
Cite personal email as you would printed correspondence. If the document has a

subject line or title, enclose it in quotation marks. For publicly posted email (say,
a newsgroup or discussion list), include the address and the date of access.

34. Home Page for a Course—MLA

Dumont, R. A. Home page. An Online Course in Technical Writing. Fall
2009. Dept. of English, UMASS Dartmouth. 6 Jan. 2010. <http://

www.umassd.edu/englishdepartment.html>.

Parenthetical reference: (Dumont)

Begin with the instructor’s name, followed by “Home page” (without quotation
marks or italics), course title (in italics), course dates, academic department,

school, and your date of access.
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35. Blogs, Wikis, Podcasts, and Other Real-Time Communications—MLA
Synchronous communication occurs in “real-time” forums and on instant messag-
ing, text messaging, and chat spaces. The message typed in by the sender appears
instantly on the recipient’s screen. Blogs, wikis, and podcasts, in contrast, are asyn-
chronous. However, both can be cited as follows:

Frank, James. “Online Debate on Global Warming.” 3 Apr. 2009.
EarthWatch. Web. 10 May 2009.

Parenthetical reference: (Frank)

Beginwith the name of the communicator and topic title (in quotation marks),
followed by the posting date, name of forum blog, wiki, or podcast (in italics),
medium, and access date.

36. General Reference tora Web Site—MLA
In referring to an entire site instead of a specific item, include the following infor-
mation, as available:

Name of author, editor, or compiler; title of the site (in italics);
site sponsor; date of publication or Tatest update; medium (Web);

and your date of access.

APA DOCUMENTATION STYLE

One popular alternative to MLA style is detailed in the Publication Manual of the
American Psychological Association, 6th ed. (2009). Because it emphasizes the pub-
lication date, APA style (or any similar author-date style) is preferred in the sci-
ences and social sciences, where information quickly becomes outdated.

As in MLA style, APA style requires that you cite a source in text (parenthetical
reference) as well as at the end of the report (where it is called a References list
rather than a Works Cited list).

APA Parenthetical References

How APA and MLA APA’s parenthetical references differ from MLA’s as follows: the citation includes

}r):fl:air;;hc?;cg‘:ﬁer the publication date; a comma separates each item in the reference; and p. or pp.
precedes the page number (which is optional in the APA system) or range, respec-
tively. Here are specific guidelines:

 If your discussion names the author, do not repeat the name in your parenthet-
ical reference; simply give the date and page number or range. When two au-
thors of a work are named in your text, their names are connected by and, but

in a parenthetical reference, their names are connected by an ampersand (&).
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Lederman (1995) cites recent data provided by 796 colleges indicating
that violent crime on campus is increasing (p. 31).

¢+ If you cite two or more works in a single reference, list the authors in alphabet-
ical order and separate the citations with semicolons:

| {Gomez, 2002; Jones, 2004; Leduc, 1998)

¢ If you cite a work with three to five authors, try to name them in your text, to
avoid an excessively long parenthetical reference. In any subsequent references
to this work, name only the first author, followed by et al. (Latin abbreviation
for “and others”).

Franks, Oblesky, Ryan, Jablar, and Perkins (2004) studied the role of
electromagnetic fields in tumor formation.

¢ If you cite two or more works by the same author published in the same year,
arrange the works alphabetically by title, and add a lowercase letter (a, b, ¢) to
the year to differentiate them:

| (Lamont, 2005a, p. 135) (Lamont, 2005b, pp. 67-68)

¢ When a subsequent reference to a source follows closely after the initial refer-
ence, the date need not be included.

APA Reference Entries

Like the MLA Works Cited list, the APA References list includes each source you
have cited in your paper; it appears on a separate page at the end of the document.
Arrange all entries alphabetically by the author’s surname (when the author’s
name is unknown, alphabetize by the first word or numeral, as if the numeral were
spelled out). Begin each entry flush with the left margin and indent second and
subsequent lines 1/2 inch (or five spaces). Double-space within and between
entries. In one notable difference from MLA style, APA style calls for only “retriev-
able” sources to appear in the reference list. Therefore, cite personal interviews,
letters, and email messages in text only.

Following are examples of complete citations as they would appear in the Ref-
erences list. Shown immediately below each entry is its corresponding parentheti-
cal reference as it would appear in the text. Note the capitalization, abbreviation,
spacing, and punctuation in the sample entries.

Table A.2 provides an overview of the types of citations discussed in this section.

APA Entries for Books. Any citation for a book should contain all applicable
information in the following order: author, date, title, editor or translator, edi-
tion, volume number, and facts about publication—city, state (abbreviated), and
publisher.
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TABLE A.2 INDEX TO APA REFERENCES ENTRIES

BOOKS 17 Interview, published
1. Book, single author 18. Personal correspondence
2. Book, two to five authors 19. Brochure or pamphlet
3. Book, six or more authors 20. Unpublished lecture
4. Book,-anonymous author 21. Government document
5. Multiple books, same author 22. Miscellaneous items (unpublished
6. Book, one to'five editors manuscript, dissertation, and so on)
7. Book, indirect'source
8. Anthology selection or book chapter ELECTRONIC SOURCES

23. Online abstract
PERIODICALS 24. Print article posted online
25. Book or article available only online
26. CD-ROM abstract
27. Online encyclopedia, dictionary, or

9. Article, magazine
10. Article, journal with new paginationfor

each issue
11. Article, journal with continuous handbook

pagination 28. Personal email
12. Article, newspaper 29.Blog posting o .

30. Newsgroup, discussion list, or online forum

OTHER SOURCES 31. Wiki
13. Encyclopedia, dictionary, GRAY LITERATURE

alphabetical reference
14. Report 32. Press release
15. Conference presentation 33. Technical or research report

16. Interview, personally conducted

1. Book, Single Author—APA
Reardon, K. K. (1995). They don’t get it, do they? Communication in the
workplace—closing the gap between women and men. Boston: Little,
Brown.
Parenthetical reference: (Reardon, 1995, pp. 3-4)
Use only initials for an author’s first and middle names. Capitalize only the first
words of a book’s title and subtitle and any proper names. Identify a later edition
in parentheses between the title and the period. Omit the state abbreviation if the
city is unambiguous.
2. Book, Two to Five Authors—APA
Aronson, L., Katz, R., & Moustafa, C. (2010). Toxic waste disposal
methods. New Haven, CT: Yale University Press.

Parenthetical reference: (Aronson, Katz, & Moustafa, 2008)
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Use an ampersand (&) before the name of the final author listed in an entry. As an
alternative to a full parenthetical reference, name the authors in your text and in-
clude date (and page numbers, if appropriate) in parentheses. Give the publisher’s
name in full (“Yale University Press”) but omit Publisher, Company, or Inc. Use the
two-letter U.S. Postal Service abbreviations for states.

3. Book, Six or More Authors—APA

Fogle, S. T., et al. (2009). Hyperspace technology. Boston: Little,
Brown.

Parenthetical reference: (Fogle-et al., 1998, p. 34)
Et al. is the Latin abbreviation for et alig, meaning “and others.”
4. Book, Anonymous Author—APA

Structured programming. (2010). Boston: Meredith Press.

Parenthetical reference: (Structured Programming, 2008, p. 67)

In your list of references, place an anonymous work alphabetically by the first key
word in its title (ignoring The, A, or An). In your parenthetical reference, capitalize
all key words in a book, article, or journal title.

5. Multiple Books, Same Author—APA
Chang, J. W. (2009a). Biophysics. Boston: Little, Brown.
Chang, J. W. (2009b). MindQuest. Chicago: Pressler.
Parenthetical reference: (Chang, 2009a) (Chang, 2009b)

Two or more works by the same author published in different years are distin-
guished by their dates alone, without the added letter.

6. Book, One to Five Editors—APA

Morris, A. J., & Pardin-Walker, L. B. (Eds.). (2009). Handbook of new

information technology. New York: HarperCollins.

Parenthetical reference: (Morris & Pardin-Walker, 2009, p. 79)
For more than five editors, name only the first, followed by et al.
7. Book, Indirect Source—APA

Stubbs, J. (2002). White-collar productivity. Miami, FL: Harris.

Parenthetical reference: (cited in Stubbs, 2002, p. 47)
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When your source has cited another source, list only this second source, but name
the original source in your text: “Kline’s study (cited in Stubbs, 2002, p. 47)
supports this conclusion.”
8. Anthology Selection or Book Chapter —APA
Bowman, J. (1994). Electronic conferencing. In A, Williams (Ed.),
Communication and technology: Today and tomorrow (pp. 123-142).
Denton, TX: Association for Business Communication.
Parenthetical reference: (Bowman, 1994, p. 126)

The page numbers in the complete reference are for the entire selection cited from
the anthology.

What to include inan ~ APA Entries for Periodicals. A citation for an article should give this informa-
Q::i?oﬂit::lon fora tion (as available) in this order: author, date, article title (without quotation marks),
publication, volume and (when necessary) issue number, and page numbers for the
entire article, not just the portion cited.
9. Article, Magazine—APA
DesMarteau K. (1994, October). Study links sewing machine use to
Alzheimer’s disease. Bobbin, 36, 36-38.
Parenthetical reference: (DesMarteau, 1994, p. 36)
If no author is given, provide all other information, placing the title in the author
position. Capitalize only the first words in an article’s title and subtitle. Capitalize all
key words in a periodical title. Italicize the periodical title and volume number.
10. Article, Journal with New Pagination for Each Issue —APA
Thackman-White, J. R. (2010). Computer-assisted research. American
Library Journal, 51(1), 3-9.

Parenthetical reference: (Thackman-White, 2010, pp. 4-5)

Because each issue for a given year has page numbers that begin at “1,” readers
need the issue number (in this instance, 1). Here 51 is the volume number, which
is italicized.

11. Article, Journal with Continuous Pagination—APA

Barnstead, M. H. (2009). The writing crisis. Journal of Writing Theory,
12, 415-433.

Parenthetical reference: (Barnstead, 2009, pp. 415-416)
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In this example, 12 is the volume number. When page numbers continue from
issue to issue for the full year, readers won’t need the issue number because no
other issue in that year repeats the same page numbers. (You can include the issue
number if you think it will help readers retrieve the article more easily.)

12. Article, Newspaper —APA

Baranski, V. H. (2010, January 15). Errors in medical diagnosis. The
Boston Times, pp. B3,6.

Parenthetical reference! (Baranski, 2010)

In addition to the year of publication, include the month and date. If the newspa-
per’s name begins with The, include it in your citation. Include p. or pp. before
page numbers. For an article on nonconsecutive pages, list each page, separated by
a comma. If the entire article appeared on one page, no page number is necessary
in the citation.

APA Entries for Other Sources. Miscellaneous sources range from unsigned What to include in an

encyclopedia entries to conference presentations to government documents. A full ﬁ?:cg;lt:;'gguf;” a

citation should give this information (as available): author, publication date, title of  source
work, city, publisher (or volume and issue number), and page numbers (if applicable).

13. Encyclopedia, Dictionary, Alphabetical Reference —APA
Communication. (2008). In The business reference book. Upper Saddle
River, NJ: Prentice Hall, p. 201.

Parenthetical reference: (Communication, 2008)
For an entry that is signed, begin with the author’s name and publication date.

14. Report—APA

Electrical Power Research Institute. (1994). Epidemiologic studies of
electric utility employees (Rep. No. RP2964.5). Palo Alto, CA:
Author.

Parenthetical reference: (Electrical Power Research Institute [EPRI], 1994,
p. 12)

If authors are named, list them first, followed by the publication date. When citing
a group author, as in example 14, include the group’s abbreviated name in your
first parenthetical reference, and use only that abbreviation in any subsequent
reference. When the agency (or organization) and publisher are the same, list
“Author” in the publisher’s slot.
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15. Conference Presentation—APA
Smith, A. A. (2007). Multicultural stereotypes in Elizabethan prose
fiction. In A. Hodkins (Ed.), First British Symposium on
Multicultural Studies (pp. 106-121). London: Harrison Press.

Parenthetical reference: (Smith, 2007, p. 109)

The date of the presentation is in parentheses. The name of the symposium is a
proper name, so it is capitalized. For an unpublished presentation, include the pre-
senter’s name, year and month, title of the presentation (italicized), and all avail-
able information about the conference or meeting: “Symposium held at . . .” Do
not italicize this last information.

16. Interview, Personally Conducted —APA
This material is considered a nonrecoverable source, so it is cited only in the text,
as a parenthetical reference:

Parenthetical reference: (G. Nasson, personal communication, April 2, 2010)

If you name the interviewee in your text, do not repeat the name in your citation.

17. Interview, Published —APA
Jable, C. K. (2009, June 7). The future of graphics [Interview with
James Lescault]. In K. Prell (Ed.), Executive views of automation
(pp. 216-231). Miami: Haber Press.
Parenthetical reference: (Jable, 2009, p. 218)

Begin with the name of the interviewer, followed by the interview date and title (if
available), the designation (in brackets), and the publication information.

18. Personal Correspondence —APA
This material is considered nonrecoverable data, so it is cited only in the text, as a
parenthetical reference:

Parenthetical reference: (L. Rogers, personal communication, May 15, 2010)

If you name the correspondent in your text, do not repeat the name in your citation.

19. Brochure or Pamphlet—APA
This material follows the citation format for book entries (pages 445-450).
20. Unpublished Lecture—APA
Dumont, R. A. (2010, January 15). Androgyny and the rhetorical tradition.
Lecture presented at the University of Massachusetts at Dartmouth.

Parenthetical reference: (Dumont, 2010)
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If you name the lecturer in your text, do not repeat the name in your citation.

21. Government Document —APA

If the author is unknown, present the information in this order: name of the issu-
ing agency, publication date, document title, place, and publisher.

Virginia Highway Department. (2009). Standards for bridge maintenance.
Richmond, VA: Author.

Parenthetical reference: (Virginia Highway Department, 2009, p. 49)

When the issuing agency is both author and publisher, write Author in the pub-
lisher’s slot. For any congressional document, identify the house of Congress (Sen-
ate or House of Representatives) before the date.

United States Congress. House. Armed Services Committee. (2009).
Funding for the military academies. Washington, DC: U.S.
Government Printing Office.

Parenthetical reference: (U.S. Congress, 2009, p. 41)

22. Miscellaneous Items (Unpublished Manuscript, Dissertation,and
so on)—APA

Provide information in this order:

Author (if known). (Date of preparation). Title of work (italicized).
Description (Unpublished manuscript, unpublished raw data, or the
Tike).

For any work that has group authorship (corporation, committee, and so on), cite
the name of the group or agency in place of the author’s name.

APA Entries for Electronic Sources. In June 2007, the APA published the what to include in an
APA Style Guide to Electronic References. The APA’s general advice for citing elec- APA citation for an
. . . . electronic source
tronic sources is to “include the same elements, in the same order, as you would for
a [print] source, and add as much electronic retrieval information as needed for
others to locate the sources you cited” (p. 1). When you cite sources in the Refer-
ences section of your document, identify the original source (printed or electronic)
and give readers a path for retrieving the material. Provide all available information
in the following order:

1. Author, editor, creator, or sponsoring organization.
2. Date the item was published or was created electronically. For magazines and
newspapers, include the month and day as well as the year. If the date of an

electronicﬁeublicatiOn is not available, use n.d. in place of the date.
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3. Publication information of the original printed version (as in previous entries), if
such a version exists. Follow this by designating the electronic medium—/[CD-
ROM]—or the type of work—/[Abstract], [Brochure], or the like—unless this
designation is named in the title of the work (as in “Inpatient brochure”).

4. Retrieval information. It is not always necessary to include the information
“Retrieved from (database name).” Include your retrieval date only if the con-
tent might be altered at some point, as for a wiki posting or a Web article that
is undated or subject to updating or revision.

5. Database names. [t is not necessary to list database names (unless the database
is obscure or the material is hard to find), as long as you include the Web ad-
dress (or DOI, to be discussed).

6. Web addresses and DOIs. Provide the full and accurate electronic address. For
Internet sources, provide the complete Web address. For CD-ROM and data-
base sources, give the document’s retrieval number. Do not underline, italicize,
use angle brackets, or add a period at the end of a Web address. When a Web
address continues from one line to the next, break it before a slash or other
punctuation (except for http://, which should not be broken). The APA now
recommends using the DOT (Digital Object Identifier), when available, in place
of a Web address in references to electronic texts. DOT numbers are found on
some recent scholarly journals, especially in the sciences and social sciences.
Here is a sample reference for a journal article with a DOI assigned:

Schmidt, D., et al. (2009). Advances in psychotropic-medication. Boston
Journal of Psychotherapy, 81(3), 398-413. daoi: 10.1037/0555-
9467.79.3.483

23. Online Abstract—APA
Stevens, R. L. (2010). Cell phones and cancer rates. Oncology Journal,
57(2), 41-43. [Abstract]. Retrieved from the Dialog database.
(MEDLINE Item: AY 24598).
Parenthetical reference: (Stevens, 2010)
Ordinarily an APA entry ends with a period. Entries that end with a Web address
(or a DOI), however, omit the period at the end of the electronic address. If you

are citing the entire article retrieved from a full-text database, delete [Abstract]
from your citation.

24. Print Article Posted Online—APA
Alley, R. A. (2009, January). Ergonomic influences on worker
satisfaction. Industrial Psychology, 5(12), 672-678. Retrieved
from http://www.psycharchives/index/indpsy/2009_1.htm]
Parenthetical reference: (Alley, 2009)
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If you were confident that the document’s electronic and print versions were iden-
tical, you could omit the Web address and insert “[Electronic version]” between
the end of the article title and the period.

25. Book or Article Available Only Online—APA
Kelly, W. (2009). Early graveyards of New England. Retrieved from
http://www.onlinebooks.com/search/itemID=65321

Parenthetical reference: AKelly, 2009)
This source exists only in electronic format.

26. CD-ROM Abstract —APA

Cavanaugh, H. (1995). An EMF study: Good news and bad news [CD-ROM].
Electrical World, 209(2), 8. Abstract retrieved from ProQuest
File: ABI/INFORM database (62-1498).

Parenthetical reference: (Cavanaugh, 1995)
In this entry, 8 is the page number of this one-page article.

27. Online Encyclopedia, Dictionary, or Handbook — APA

Ecoterrorism. (2009). Ecological encyclopedia. Washington, DC: Redwood.
Retrieved May 1, 2010, from http://www.eco.floridastate.edu/
index.html

Parenthetical reference: (*Ecoterrorism,” 2009)

Include the retrieval date for reference works that are routinely updated. If the
work on CD-ROM has a print equivalent, the APA currently prefers that it be cited
in its printed form.

28. Personal Email—APA
Parenthetical reference: Fred Flynn (personal communication, May 10, 2008)

provided these statistics.

Instead of being included in the list of references, personal email (considered a
nonretrievable source) is cited fully in the text.

29. Blog Posting—APA

Owens, P. (2010, June 1). How to stabilize a Targe travel trailer.
Message posted to http://rvblogs.com/comm/bilge

Parenthetical reference: (Owens, 2010)
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30. Newsgroup, Discussion List, or Online Forum —APA

LaBarge, V. S. (2009, October 20). A cure for computer viruses. Message

posted to http://www.srb/forums/frwl/webZ/m2237.html

Parenthetical reference: (LaBarge, 2009)

Although email should not be included in the list of references, postings from

blogs, newsgroups, and online forums, considered more retrievable, should be
included.

31. Wiki—APA

Skull-base tumors. (n.d.). Retrieved June 10, 2009, from the Oncology

wikiz-http://oncology.wikia.com/wiki/Skull _base tumors

Parenthetical reference: ( *Skull-Base,” n.d.)

Notice the “n.d.” (“no date”) designation for this collaborative Web page that can
be written or edited by anyone with access.

What to include inan ~ APA Entries for Gray Literature. The APA has new guidelines for citing so-

ﬁi’:‘af:fgio“ forgray  called gray literature—material such as annual reports, fact sheets, consumer
brochures, press releases, and technical reports (each type is so named in the title,
in brackets, or elsewhere in the citation). In the APA Style Guide to Electronic Refer-
ences, gray literature is defined as “scientific information that falls outside the peer
review process but is written by scholars or summarizes a body of scholarly work.
Government departments, corporations and trade groups . . . and other ... . organ-
izations produce gray literature” (p. 18). Much of this is written for the general
public. In the sample citation in entry 32, the type of item is identified in brackets;
in entry 33, it is part of the titling information.

32. Press Release —APA

American Natural Foods Association. (2009, January 20). Newest food
additive poses special threat to children, according to the
upcoming issue of Eating for Health [Press release]. Retrieved

from http://www.anfha.org/releases/additives0620.html

Parenthetical reference: (American Natural Foods Association, 2009)

33.Technical or Research Report—APA

Gunderson, H., et al. (2007). Declining birthrates in rural areas:

Results from the 2005 National Census Bureau Survey (Report No. 7864
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NCB 2005-171). Retrieved from the National Center for Population
Statistics: http://ncps.gov/pubs2007/pubs2007/2007171.pdf

Parenthetical reference: (Gunderson, 2007)

Notice that the report number, if available, is given after the title.

CSE'DOCUMENTATION STYLE

In the numbered version of CSE style, a citation in the text appears as a superscript
number immediately following the source to which it refers:

A recent study’ indicates an elevated leukemia risk among children Numbered citations
exposed to certain types of electromagnetic fields. Related studies?-2 in the text
tend to confirm the EMF/cancer hypothesis.

When referring to two or more sources in a single note (as in -3 above) separate

the numbers by a hyphen if they are in sequence, and by commas but no space if

they are not in sequence: (>69).

The full citation for each source then appears in the numerical listing of Refer-  CSE References list

ences at the end of the document. CSE’s References section lists each source in the

order in which it was first cited. In preparing the list, which should be double-

spaced, begin each entry on a new line. Type the number flush with the left mar-

gin, followed by a period and a space. Align subsequent lines directly under the

first word of the first line, as in the following example:

References

1. Baron, KL, et al. The electromagnetic spectrum. New York: Pearson;
2007 476p.

2. Klingman, JM. Nematode infestation in boreal subtropical
environments. J Entymol 2006;54:475-8.

Table A.3 provides an overview of the types of citations discussed in this

section.

TABLE A.3 INDEXTO CSE REFERENCES ENTRIES

BOOKS PERIODICALS

1. Book, single author 6. Article, magazine

2. Book, multiple authors 7. Article, journal with new pagination each issue
3. Book, anonymous author 8. Article, journal with continuous pagination
4. Book, one or more editors 9. Article, newspaper

5. Anthology selection or book chapter 10. Article, online source
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Following are examples of complete citations as they would appear in the References
section for your document. For more guidelines and examples, consult the Scientific
Style and Format: The CSE Manual for Authors, Editors, and Publishers, 7th ed. or go to
these Web sites: <www.councilscienceeditors.org/publications/style.cfm> and <www.
lib.ohio-state.edu/guides/csegd.html>.

CSE Entries for Books

Any citation for a book should contain all available information in the following
order: number assigned to the entry, author or editor, work title (and edition),
facts about publication (place, publisher, date), and number of pages. Note the
capitalization, abbreviation, spacing, and punctuation in the sample entries.

1. Book, Single Author—CSE

1. Kerzin-Fontana JB. Technology management: a handbook. 3rd ed.

Delmar, NY: American Management Assn; 2007. 356p.

2. Book, Multiple Authors—CSE

1. Aronson L, Katz R, Moustafa C. Toxic waste disposal methods. New

Haven: Yale Univ Pr; 2010. 316p.

3. Book, Anonymous Author—CSE

1. [Anonymous]. Structured programming. Boston: Meredith Pr; 2010. 267p.

4. Book, One or More Editors—CSE

1. Morris AJ, Pardin-Walker LB, editors. Handbook of new information

technology. New York: Harper; 2009. 345p.

5. Anthology Selection or Book Chapter—CSE

1. Bowman JP. Electronic conferencing. In: Williams A, editor:
Communication and technology: today and tomorrow. Denton, TX:

Assn for Business Communication;1994. p 123-42.

CSE Entries for Periodicals

Any citation for an article should contain all available information in the following
order: number assigned to the entry, author, article title, periodical title, date (year,
month), volume and issue number, and inclusive page numbers for the article. Note
the capitalization, abbreviation, spacing, and punctuation in the sample entries.
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6. Article, Magazine—CSE

1. DesMarteau K. Study links sewing machine use to Alzheimer’s disease.
Bobbin 1994 Oct:36-8.

7. Article, Journal with New Pagination Each Issue—CSE

1. Thackman-White JR. Computer-assisted research. Am Library J
2010;51(1):3-9.

8. Article, Journal with'Continuous Pagination—CSE

1. Barnstead MH. The writing crisis. J of Writing Theory 2009;12:415-33.

9. Article, Newspaper—CSE

1. Baranski VH. Errors in medical diagnosis. Boston Times 2010 Jan

15;Sect B: 3(col 2).

10. Article, Online Source—CSE

1. Alley RA. Ergonomic influences on worker satisfaction. Industrial
Psychology [serial online] 2009 Jan;5(12). Available from:
ftp.pub/journals/industrialpsychology/2009 via the INTERNET.
Accessed 2010 Feb 10.

Citation for an article published online follows a similar format, with these differences:
write “[article online]” between article title and publication date; after “Available from,”
give the Web address followed by a period and your access information.

RECOGNIZING COPYRIGHT ISSUES

Copyright is the legal system that gives authors and owners rights over their origi-  Definition of
nal works of authorship. These works can include books, musical recordings, pho- ~ ¢°PYright
tographs, drawings, letters, memos, email, Web pages, and any other expressions of

ideas that are, as the law puts it, “fixed in a tangible medium.” Copyright holders

have the exclusive right to reproduce, distribute, perform, display, prepare deriva-

tive works, and publish their copyrighted material. Copyright holders also have the

right to grant a license (essentially, to give permission) for others to use the mate-

rial. In the United States, works created after 1978 are automatically copyrighted as

soon as the material is fixed; that is, the moment the idea is recorded, written

down, turned into an electronic document, or otherwise.
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The purpose of copyright is to balance the reward for the intellectual labor of
the author with the importance of making information freely available to the public.
If all information were covered by copyright protection forever and ever, there would
be no source of public information that authors and artists could use to create new
ideas. But if all information were completely free of copyright protection, creators
might not have any incentive to write songs or books, for example. This is why in the
United States copyright is not forever, just for a limited time. This is also why there
are some conditions under which you do not need to request copyright permission.

Works in the Public Domain

Many images, sounds, books, and other materials fall into what is called the
public domuain. In these cases, you do not need to request permission for use.
Public domain works include works that were published in the United States
ninety-five years before the current year. Most government documents are also
public domain, and most commonplace information, such as height and weight
charts or metric conversion tables, are also public domain. Many authors and
artists publish work and expressly state that the work is in the public domain.
Look on the Web site or document for more information. (If you are unsure
about the work’s status, you may want to request permission.)

Fair Use

Fair use is a legal doctrine that allows the use of some copyrighted material, under
some circumstances, without permission. Congress established fair use as a way to
balance creators’ rights with public access. Fair use states that under certain
conditions, it is legal to use copyrighted works without permission so long as the
source is clearly identified. Courts tend to ask four questions about whether a use
is considered fair:

¢ is the material educational or commercial? (educational use is favored)
* has the material been previously published? (use of published works is favored)
¢ how much of the material is being used? (less is favored)

¢ how will your use of the material affect the market value of the original? (if
your use does not have an impact on the value of the original, this is favored)

Classroom and student use is almost always considered fair. Most use of small snip-
pets of text, cited in a student or academic paper, is also considered fair use. Even
commercial documents, such as annual reports, routinely cite information from
publications such as the newspaper or research papers. These uses are all considered
fair. However, if you are a consultant or employee of a for-profit organization and
you wish to use a large amount of material or visuals such as photographs or graph-
ics, fair use may not apply. In these cases, it is best to seek permission.
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The Difference Between Plagiarism
and Copyright Infringement

If you receive permission to use someone else’s material or if your use qualifies as
fair use, you are probably covered when it comes to copyright. Most of the writing
you will do for this class and in college generally will be situations where your use of
outside material is considered educational and thus fair. But you still must docu-
ment your source by providing an appropriate in-text citation as well as a reference;
otherwise, you run the risk of plagiarism. Always provide a citation or caption, even
if you didn’t need copyright permission. Whether you use a direct quotation or a
paraphrase, always include the source.

In our digital age, there is a tension between the openness of the Internet, Copyrightin
which allows people to access music, text, and images easily on the one hand, and @ digital age
the restrictions on such items that copyright calls for on the other. It is easy to cut
and paste material online but also easy to forget that this material is probably
covered by copyright protection.
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A Brief Handbook

OUTLINE

Grammar 463

he last page of this book displays editing and revision symbols and

corresponding page references. When your instructor marks a
symbol on your paper, turn to the appropriate section here or in

Punctuation 468 Chapters 6 and 7 for explanations, examples, and exercises. Chapter 6,

Mechanics 476 which covers matters of structure, includes the following topics keyed
to the editing and revision symbols:

Usage 479

- ¢ TS: the topic sentence (page 92)
Ul ) ¢ UN: paragraph unity (page 93)
Lists 483

¢ COH: paragraph coherence (page 94)

Chapter 7, which discusses matters of style, includes the following
additional topics, also keyed to the editing and revision symbols:

¢ REF: avoiding ambiguous pronoun references (page 104)

¢ MOD: avoiding ambiguous modifiers (page 105)

¢ AV: using active voice whenever possible (page 105)

¢ PV: using passive voice selectively (page 106)

¢ NOM: avoiding nominalizations (page 107)

¢ ST MOD: unstacking modifying nouns (page 108)

¢ JARG: avoiding unnecessary jargon (page 109)

* W: avoiding wordiness (page 109)

e RED and REP: eliminating redundancy and repetition (page
111)

¢ COMB: combining related ideas (page 112)

¢ VAR: varying sentence construction and length (page 112)
¢ PAR: using parallel structure (page 113)

¢ TONE: adjusting your tone (page 114)

e SEXIST and BIAS: avoiding sexist and biased language (page

115).
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Grammar

GRAMMAR

The following common grammatical errors are easy to repair.

Sentence Fragments frag

A sentence fragment is a grammatically incomplete sentence. A grammatically <& Wﬂgh :he Video
. . . . on oenience

complete sentence consists of at least one subject-verb combination and expresses  Fragments at

a complete thought. It might include more than one subject-verb combination, mytechcommlab

and it might include other words or phrases as well.

This book summarizes recent criminal psychology research. Complete sentences
The smudge tool creates soft effects.
My dog, Zorro, ate my paper.

Even though the following example contains a subject-verb combination, it doesn’t
express a complete thought:

| Although the report was not yet complete. Sentence fragment

Watch out for although and other words like it, including because, if, as, while, since,
when, and unless. These are called subordinating conjunctions. Any of these words
combined with a subject-verb combination produces a subordinate clause (a clause
that expresses an incomplete idea). Subordinating conjunctions leave readers waiting
for something to complete the thought. The thought can be completed only if another
subject-verb combination that does express a complete idea is added:

| Although the report was not yet complete, | began editing. Additional subject-
verb completes the
. . . . thought
This next group of words is a fragment because it contains no verb:
| DesignPro, a brand-new desktop publishing program. Fragment with
no verb
Simply add a verb to turn the fragment into a complete sentence:
DesignPro, a brand-new desktop publishing program, will be Addition of verb
aVaiIable soon. corrects fragment

or
DesignPro is a brand-new desktop publishing program.

Avoid sentences that seem to contain a subject-verb combination but actually
do not. Gerunds (verb forms ending in -ing that act like nouns, such as being in the
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Gerund and
participle fragments

Verb substitution or
new verb corrects
fragment

Run-on sentence

@ Watch the Video
on Run-On

Sentences at

mytechcommlab

Division into two
sentences corrects
run-on

Added semicolon
corrects run-on

Coordinating
conjunction
corrects run-on

Comma splice
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first sentence given) and participles (verb forms ending in -ing that act like
adjectives, such as barking in the second sentence given) look like verbs but
actually are not:

| Dale being a document design expert
The barking dog

These fragments can be turned into complete sentences by substituting a verb for
the gerund, or adding a verb:

‘ Dale is-a document design expert.
The barking dog finally stopped.

Run-0n Sentences

A run-on sentence contains too many grammatically complete sentences joined
together as one:

| For emergencies, we dial 911 for other questions, we dial 088.

This sentence can be repaired in various ways. One possibility is to divide it into
two sentences:

| For emergencies, we dial 911. For other questions, we dial 088.

Another possibility is to use a semicolon to join the two parts of the sentence, This
option indicates a break that is not quite as strong as the period, and therefore sig-
nals to the reader that the two items are closely related:

| For emergencies, we dial 911; for other questions, we dial 088.

Another possibility is to add a comma followed by a coordinating conjunction ( for,
and, nor, but, or, yet, so):

| For emergencies, we dial 911, but for other questions, we dial 088.

Comma Splices

In a comma splice, two complete ideas (independent clauses) that should be
separated by a period or a semicolon are incorrectly joined by a comma:

| Sarah did a great job, she was promoted.
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There are a number of options for correcting comma splices. One option is to
divide the splice into two separate sentences:

| Sarah did a great job. She was promoted.
Another option is to use a semicolon to show a relationship between the two items:
| Sarah did a great job; she was promoted.

A third option is to use a semicolon with a conjunctive adverb (an adverb, ending
in -ly, that shows a relationship between the items, such as consequently):

| Sarah did a great job; consequently, she was promoted.
A fourth option is to use a coordinating conjunction. There are seven such con-
junctions: for, and, nor, but, or, yet, so—you can remember them using the
acronym “fanboys.” Coordinating conjunctions create an equal relationship
between the items:

| Sarah did a great job and was promoted.

Finally, as on page 463, you can use a subordinating conjunction (a conjunction
that creates an unequal relationship between the items):

| Because Sarah did a great job, she was promoted.

Faulty Agreement—Subject and Verb

The subject of a sentence must agree in number with the verb. But when subject
and verb are separated by other words, we sometimes lose track of the subject-verb
relationship:

| The lion's share of diesels are sold in Europe.

To correct the error, make the verb agree with its subject (share), not with a word
that comes between the subject and the verb (in this case, the plural noun diesels):

| The lion’s share of diesels is sold in Europe.

Some cases are trickier than others. For example, treat compound subjects
connected by and as plural:

| Terry and Julie enjoy collaborating on writing projects.
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@ Watch the Video
on Comma Splices
at mytechcommlab

Division into two
sentences corrects
comma splice

Semicolon corrects
comma splice

Semicolon with
conjunctive adverb
corrects comma
splice

Coordinating
conjunction corrects
comma splice

Subordinating
conjunction corrects
eomma splice

agrsv

Watch the Video

on Subject-Verb
Agreement at
mytechcommlab

Faulty subject-verb
agreement

Correct subject-verb
agreement

Compound subject
takes plural verb
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In addition, with compound subjects connected by or or nor, the verb is singular if
both subjects are singular and plural if both subjects are plural. If one subject is
singular and one is plural, the verb agrees with the one closer to the verb. In the
following example, the verb agrees with the closer subject, the plural students:

Verb agrees with | Neither the professor nor the students were able to see what was going on.
closer subject in

compound subject . . .
P ! Also, treat most indefinite pronouns (anybody, each, everybody, etc.) as singular

subjects:

Indefinite pronoun | Almost everybody who registered for the class was there on the first day.

agrees with singular

verb . . . . .
Additionally, treat collective subjects (team, family, group, committee, etc.) as
singular unless the meaning is clearly plural. Both of the following sentences are
correct. In the first.sentence, the group is understood as a singular subject (the
group is a single entity) and agrees with the singular verb respects, whereas in the
second sentence, the board is understood as plural (as indicated by the plural word
authors) and agrees with the plural verb are:

Collective subjects The group respects its leader.
agree with singular

or plural verbs
depending on
meaning

The editorial board are all published authors.

Faulty Agreement— Pronoun and Referent

agr

A pronoun must refer to a specific noun (its referent or antecedent), with which
Watch the Video it must agree in gender and number. Faulty pronoun-referent agreement is easy
Refer::lirgrl‘;ﬂém to spot when the gender and number clearly don’t match (e.g., “He should
at mytechcommlab proceed at their own pace” should obviously read “He should proceed at his own
pace”). However, when an indefinite pronoun such as each, everyone, anybody,
someone, or none is the referent, the pronoun is always singular, as in the follow-

ing examples:

Indefinite referents | Everybody should proceed at his or her own pace.
agree with singular . . . .
p?onouns 9 None of the candidates described her career plans in detail.

Faulty Coordination and Subordination

coord sub

Give equal emphasis to ideas of equal importance by joining them with one of the
coordinating conjunctions: for, and, nor, but, or, yet, and so (you can memorize
these by using the acronym “fanboys”). Likewise, show an unequal relationship
between ideas (one idea dependent upon the other) by using a subordinating
conjunction: because, whereas, if, although, until, and so on.
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Coordination may be faulty when the ideas connected by a coordinating
conjunction are not of equal importance or are not sensibly connected:

| I'was late for work and wrecked my car. Faulty coordination

To correct the problem, use a subordinating conjunction instead. Or express cause
and effect or'opinion in some other way, as in the following two examples:

Because | was late for work, | backed out of my driveway too Corrected versions
quickly into'oncoming traffic, wrecking my car.

or

Late for work, | backed out of my driveway too quickly into oncoming
traffic, wrecking my car.

Avoid subordinating ideas that should be of equal importance or that don’t
represent a genuine cause and effect relationship:

| Although John gets up early, he is never late for work. Faulty subordination

To correct the problem and show a balanced relationship between the ideas, use a
coordinating conjunction instead:

| John gets up early and is never late for work. Corrected version

Avoid both excessive coordination and excessive subordination in complex sen-
tences. Following are two versions of the same sentence, the first with excessive
coordination and the second with excessive subordination:

The climax in jogging comes after a few miles and | can no longer feel Excessive
stride after stride and it seems as if | am floating and jogging becomes coordination
almost a reflex and my arms and legs continue to move and my mind

no longer has control over my actions.

The climax in jogging comes when after a few miles | can no longer feel Excessive
stride after stride, yet it seems as if | am floating, because jogging subordination
becomes almost a reflex since my arms and legs continue to move

while my mind no longer has control over my actions.

To repair either instance, blend coordination and subordination, deciding exactly
which ideas should be balanced and which of the subordinated ideas is most
important, as in the following revision. Here, the writer has decided to emphasize
jogging almost by reflex as the most important idea (using the subordinating conjunc-
tion when) and to coordinate the four equally important sensations involved (no longer
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able to feel every stride, nearly floating, my arms and legs still moving, and my mind no
longer controlling my actions) using commas and the coordinating conjunction and.

Balance of
coordination and The climax in jogging comes after a few miles, when | am jogging almost
subordination by reflex, no longer able to feel every stride, nearly floating, my arms and

legs still moving, and my mind no longer controlling my actions.

Faulty Pronoun Case

A pronoun’s case (nominative, objective, or possessive) is determined by its role in
Watch the Video the sentence: as subject, object, or indicator of possession.
on Pronoun Case : H
ot mytecheommiab If the pronoun serves as the 'sub.]ect of a sente.nce (I, we, you, shg, he, it, they,
who), or follows aversion of the linking verb to be, its case is nominative:

Nominative pronoun She completed her graduate program in record time.
case Who broke the chair?

The chemist who perfected this distillation process is he.

If the pronoun serves as the object of a verb or a preposition (e, us, you, her, him,
it, them, whom), its case is objective:

Objective pronoun The employees gave her a parting gift.

case . .
To whom do you wish to complain?
If a pronoun indicates possession (mty, mine, our, ours, your; yours, his, her, hers, its,
their, whose), its case is possessive:
Possessive pronoun The brown briefcase is mine.
case .
Whose opinion do you value most?
The following sentences are incorrect and are followed by the corrected versions
in parenthesis.
Faulty pronoun case Whom is responsible to who? (Who is responsible to whom?)

The debate was between Marsha and |. (The debate was between
Marsha and me.)

PUNCTUATION

Punctuation marks are like road signs and traffic signals. They govern reading
speed and provide clues for navigation through a network of ideas. The three
marks of end punctuation—period, question mark, and exclamation point—work
like a red traffic light by signaling a complete stop.
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Punctuation

Period

A period ends a declarative sentence.
| | see that you've all completed the essay.

It is also used as the final mark in some abbreviations, such as “Dr.” and “Inc.” and
for certain numerical purposes ($18.43 and 26.2%).

Question Mark

A question mark follows a direct question:
| Have you all completed the essay?

A question mark should not be used to end an indirect question:

Professor Grim asked if all students had completed the essay?
Professor Grim asked if all students had completed the essay.

Exclamation Point

Use an exclamation point only when expression of strong feeling is appropriate:

| I can’t believe you finished the essay so fast!

Semicolon

Like a blinking red traffic light at an intersection, a semicolon signals a brief but
definite stop. Semicolons have several uses.

A semicolon can be used to separate independent clauses (logically complete
ideas) whose contents are closely related and are not already connected by a
comma and a coordinating conjunction (and, or, but, etc.):

The project was finally completed; we had done a good
week’s work.

To Accompany Conjunctive Adverbs. A semicolon must accompany a conjunctive
adverb such as besides, otherwise, still, however, furthermore, moreover, consequently,
therefore, on the other hand, in contrast, or in fact:

The job is filled; however, we will keep your résumé on file.

Your background is impressive; in fact, it is the best among our
applicants.
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To Separate Items in a Series. When items in a series contain internal com-
mas, semicolons provide clear separation between items.

Semicolon separates | am applying for summer jobs in Santa Fe, New Mexico;
items Ip a series Albany, NewYork; Montgomery, Alabama; and Moscow, Idaho.
Colon

Like a flare in the road, a colon signals you to stop and then proceed, paying atten-
tion to the situation ahead. Colons have several uses.

To Signala Follow-up Explanation. Use a colon when a complete introductory
statement requires a follow-up explanation:

Colon signals a | She is an ideal colleague: honest, reliable, and competent.
follow-up explanation

Do not use a colon if the introductory statement is incomplete:

Incorrect My plans include: finishing college, traveling for two years, and settling
down in Santa Fe.

To Replace a Semicolon. A colon can replace a.semicolon between two related,
complete statements when the second one explains or-amplifies the first:

Colon replaces a Pam'’s reason for accepting the lowest-paying job offer was
semicolon simple: she had always wanted to live in the Northwest.

To Introduce a Quotation. Colons can introduce quotations:

Colon introduces a | The supervisor's message was clear enough: “You're fired.”
quotation

To Follow Salutations. Colons follow salutations in formal correspondence
(e.g., Dear Ms. Jones:).

Comma

The comma is the most frequently used—and abused—punctuation mark. It

Watch the Video works like a blinking yellow light, for which you slow down briefly without stop-
Nonrez?ri‘égznemMag ;i’f‘igrs ping. Never use a comma to signal a break between independent ideas, only a brief
at mytechcommlab slow down. Use commas only in the following situations.

To Pause Between Complete Ideas. Ina compound sentence in which a coor-
dinating conjunction (and, or, nor, for, but) connects equal (independent) state-

c ments, a comma usually precedes the conjunction.
omma to pause
between complete

ideas | This is an excellent course, but the work is difficult.
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To Pause Between an Incomplete and a Complete Idea. A comma is usually
placed between a complete and an incomplete statement in a complex sentence
when the incomplete statement comes first.

|"Because he is a fat cat, Jack diets often. Comma between an
incomplete and

i . complete idea
When the order is reversed (complete statement followed by an incomplete one),

the comma is usually omitted:

| Jack diets often because he is a fat cat. No comma needed

To Separate Items (Words,-Phrases, or Clauses) in a Series. Use commas
after items in a series, including the next-to-last item:

Helen, Joe, Marsha, and John are joining us on the term project. Comma separates
The new employee complained that the hours were long, the pay was items In a series
low, the work was boring, and the supervisor was paranoid.

Use no commas if or or and appears between all items in a series:

| She is willing to study in San Francisco or Seattle or even in Anchorage. No commas needed
if oror and appears
between all items

To Set Off Introductory Phrases. Introductory phrases include infinitive
phrases (fo plus a simple form of the verb), prepositional phrases (beginning
with at, of, in, on, etc.), participial phrases (beginning with an -ing or -ed form of
a verb), and interjections (emotional words that have no connection with
the rest of the sentence). These phrases are set off from the remainder of the
sentence by a comma:

To be or not to be, that is the question. (infinitive phrase) Commas to set off

. . . introduct hrase
In the event of an emergency, use the fire exit. (prepositional phrase) introductory phrases

Being an old cat, Jack was slow at catching mice. (participial phrase)
Oh, is that the verdict? (interjection)

To Set Off Nonrestrictive Phrases and Clauses. A restrictive phrase or clause
modifies or defines the subject in such a way that deleting the modifier would
change the meaning of the sentence. In the following sentence, “who have work
experience” restricts the subject by limiting the category from all students to just
those with work experience. Because this phrase is essential to the sentence’s
meaning, it is nof set off by commas:

. ) . Restrictive phrase
| All students who have work experience will receive preference. (no comma)
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A nonrestrictive phrase or clause could be deleted without changing the sentence’s
meaning (“Our new manager is highly competent”) and is therefore set off by
commas:

Our new manager, who has only six weeks’ experience, is highly
competent.

To Set Off Parenthetical Elements. Elements that interrupt the flow of a sen-
tence (such as of course, as a result, as I recall, and however) are considered parenthet-
ical and are enclosed by commas. These items may denote emphasis, afterthought, or
clarification.

This deluxe model, of course, is more expensive. (emphasis)
Your essay, by the way, was excellent. (afterthought)
The loss of my job was, in a way, a blessing. (clarification)

A direct address also interrupts a sentence and is set off by commas:
| Listen, my children, and you shall hear my story.

A parenthetical element at the beginning or the end of a sentence is also set off by
a comma:

| Naturally, we will expect a full guarantee.
You've done a good job, | think.

To Set Off Quoted Material. Quoted items within a sentence are set off by
commas:

The customer said, “I'll take it,” as soon as he laid eyes on our new
model.

To Set Off Appositives. An appositive, a word or words explaining a noun
and placed immediately after it, is set off by commas when the appositive is
nonrestrictive:

Martha Jones, our new president, is overhauling all personnel policies.

Alpha waves, the most prominent of the brain waves, are typically
recorded in a waking subject whose eyes are closed.

Other Uses. Commas are used to set off the day of the month from the year in
a date (May 10, 1989), to set off numbers in three-digit intervals (6,463,657), to
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Punctuation

separate city and state in an address (Albany, lowa), to set off parts of an address in
a sentence (]. B. Smith, 18 Sea Street, Albany, lowa, 51642), to set off day and year
in a sentence (June 15, 2009, is my graduation date), and to set off degrees and
titles from proper names (Roger P. Cayer, M.D. or Gordon Browne Jr.).

Apostrophe
ap/
Apostrophes indicate the possessive, a contraction, and the plural of numbers, let- Watch the Video

ters, and ﬁgures. on the Apostrophe
at mytechcommlab

To Indicate the Possessive. At the end of a singular word, or of a plural word
that does not end in -5, add an apostrophe plus -s to indicate the possessive. Single-
syllable nouns that end in -s take the apostrophe before an added -s:

The people's candidate won. Apostrophe to
., indicate possessives
I borrowed Chris’s book. p

For words that already end in -s and have more than one syllable, add an -s after
the add apostrophe:

| Aristophanes’s death

Do not use an apostrophe to indicate the possessive form of either singular.or
plural pronouns:

The book was hers.
Ours is the best school in the county.

At the end of a plural word that ends in -s, add an apostrophe only.

| the cows’ water supply
the Jacksons’ wine cellar

At the end of a compound noun, add an apostrophe plus -s:
| my father-in-law’s false teeth

At the end of the last word in nouns of joint possession, add an apostrophe plus -s
if both own one item:

| Joe and Sam’s lakefront cottage
Add an apostrophe plus -s to both nouns if each owns specific items:
| Joe’s and Sam's passports
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To Indicate a Contraction. An apostrophe shows that you have omitted one or
more letters in a phrase that is usually a combination of a pronoun and a verb:

I'm

they're

you'd
Be careful with faulty contractions: For example, they’re (short for “they are” and
often confused with the possessive their and the adverb there); it’s (short for “it is”
and often confused with the possessive its); who’s (short for “who is” and often con-

fused with the possessive whese); and you're (short for “you are” and often confused
with the possessive your). See Table B.1 (pages 480—482) for further examples.

To Indicate the Plurals-of Numbers, Letters, and Figures. For example:

The 6%s on this new printer look like smudged G, 9% are illegible, and
the %’s are unclear.

Quotation Marks

Quotation marks have a variety of uses:

To Set Off the Exact Words Borrowed from Another Speaker or Writer.
The period or comma at the end is placed within the quotation marks:

“Hurry up,” Jack whispered.
Jack told Felicia, “I'm depressed.”

A colon or semicolon is always placed outside quotation marks:

Our student handbook clearly defines “core requirements”; however, it
does not list all the courses that fulfill the requirements.

When a question mark or exclamation point is part of a quotation, it belongs
within the quotation marks, replacing the comma or period.

‘ “Help!” he screamed.
Marsha asked John, “Can’t we agree about anything?”

But if the question mark or exclamation point pertains to the attitude of the person
quoting instead of the person being quoted, it is placed outside the quotation mark:

| Why did Boris wink and whisper, “It's a big secret”?
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To Indicate Titles. Use quotation marks around titles of articles, paintings, book
chapters, and poems (but titles of books, journals, or newspapers should be under-
lined or italicized):

The enclosed article, “The Job Market for College Graduates,” should
provide some helpful insights.

To Indicate Trony. Finally, use quotation marks (with restraint) to indicate irony.
| She is some “friend”!

Ellipses

Three dots . .. indicate that you have omitted material from a quotation. If the omit-
ted words come at the end of the original sentence, a fourth dot indicates the period.

According to Beulah Montgomery, paper memorandums * . . are now
being . . . replaced with email correspondence in most workplace
situations. . . "

Brackets

Brackets are used within quotations to set off material that was not in the original
quotation but is needed for clarification:

“She [Amy] was the outstanding candidate for the scholarship.”
“It was in early spring [April 2, to be exact] that the tornado hit”

Use sic (Latin for “thus,” or “s0”) in brackets when quoting an error from the
original source:

| The assistant’'s comment was clear: “He don’t [sic] want any.”

Italics

Use italics or underlining for titles of books, periodicals, films, newspapers, and
plays; for the names of ships; and for foreign words or technical terms. Also, you
may use italics sparingly for special emphasis.

The Oxford English Dictionary is a handy reference tool.
My only advice is caveat emptor.

Bacillus anthracis is a highly virulent organism.

Do notinhale these fumes under any circumstances!
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Y Parentheses

Material between parentheses, like all other parenthetical material discussed previ-
ously can be deleted without harming the logical and grammatical structure of the
sentence. Use parentheses to enclose material that defines or explains the statement
that precedes it:

Parenthesesto An anaerobic (airless) environment must be maintained for the

define or explgl cultivation of this organism.
preceding material

The cost of running our college has increased by 15 percent in one year
(see Appendix A for full cost breakdown).

mym  Dashes

Dashes can be effective to set off parenthetical material if, like parentheses, they
are not overused. Parentheses deemphasize the enclosed material, whereas dashes
emphasize it:

Dashes to set off and Have a good vacation—but watch out for sandfleas.

emphasize material . .
P Mary—a true friend —spent hours-helping me rehearse.

On most word processing programs, a dash is created by two hyphens, which the
software will typically convert to a dash.

MECHANICS

The mechanical aspects of writing a document include abbreviation, hyphen-
ation, capitalization, use of numbers, and spelling. (Keep in mind that not all of
these rules are hard and fast; some may depend on style guides used in your
field.)

Abbreviation
The following should always be abbreviated:

Always abbreviate ¢ Titles such as Ms., Mr., Dr., and Jr., when they are used before or after a proper
name.

¢ Specific time designations (400 B.C.E., 5:15 A.M.).
The following should never be abbreviated:

Never abbreviate » Military, religious, academic, or political titles (Reverend, President).

* Nonspecific time designations (“Sarah arrived early in the morning”—not
“early in the A.M.”).
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Mechanics

Avoid abbreviations whose meanings might not be clear to all readers. Units of
measurement can be abbreviated if they appear frequently in your document.
However, a unit of measurement should be spelled out the first time it is used.
Avoid abbreviations in visual aids unless saving space is absolutely necessary.

Hyphenation

Hyphens divide words at line breaks, and join two or more words used as a single
adjective if they precede the noun (but not if they follow it):

Com-puter (at a line break) Correct use

f hyphens
An all-too-human error (but “The error was all too human”) erhve

Other commonly hyphenated words include the following:

¢ Most words that begin with the prefix self- (self-reliance, self-discipline—see  Other uses
your dictionary for exceptions). of hyphens

» Combinations that might be ambiguous (re-creation versus recreation).

¢ Words that begin with ex when ex means “past” (ex-faculty member but
excommunicate).

¢ All fractions, along with ratios that are used as adjectives and that precede the
noun, and compound numbers from twenty-one through ninety-nine (a two-
thirds majority, thirty-eight windows).

Capitalization

Use capitalization in the following situations:

¢ The first words of all sentences (“This is a good idea.”) Uses of capitalization

» Titles of people if the title precedes the person’s name, but not after (Senator gy Watch the Video

the Vid
Barbara Boxer but Barbara Boxer, U.S. senator) g{’nf:jtp;ciffnﬁ:lab

¢ Titles of books, films, magazines, newspapers, operas, and other longer works.
In addition to capitalizing the first word, also capitalize all other words within
the title (A Long Day’s Journey into Night) except articles, short prepositions,
and coordinating conjunctions (and, but, for, or, nor, yet).

¢ Parts of a longer work (Chapter 25, Opus 23)
¢ Languages (French, Urdu)

» Days of the week (Saturday)

+ Months (November)

¢ Holidays (Thanksgiving)
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e Names of organizations or groups (World Health Organization)

¢ Races and nationalities (Asian American, Australian)

¢ Historical events (War of 1812)

¢ Important documents (Declaration of Independence)

* Names of structures or vehicles (Empire State Building, the Queen Mary)
* Adjectives derived from proper nouns (Chaucerian English).

¢ Words such as street, road, corporation, university, and college only when
they accompany a proper noun (High Street, Rand Corporation, Stanford
University).

¢ The words north, south, east, and west when they denote specific regions (the
South, the Northwest) but not when they are simply directions (turn east at

the light).

Do not capitalize the seasons (spring, winter) or general groups (the younger gener-
ation, the leisure class).

[ num | Numbers and Numerals

Numbers expressed in one or two words can be written out or written as numerals.
Use numerals to express larger numbers, decimals, fractions, precise technical fig-
ures, or any other exact measurements:

Uses of numerals 543

2,800,357

3.25

15 pounds of pressure
50 kilowatts

4,000 rpm

Use numerals for dates, census figures, addresses, page numbers, exact units of
measurement, percentages, times with A.M. or P.M. designations, and monetary and
mileage figures.

Additional uses page 14
of numerals

1:15 PM.
18.4 pounds
9 feet
12 gallons
$15
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Transitions

Do not begin a sentence with a numeral. If the figure needs more than two words,
revise your word order:

Six hundred students applied for the 102 available jobs.
The 102 available jobs attracted 600 applicants.

Do notuse numerals to express approximate figures, time not designated as A.M.
or P.M., or streets named by numbers less than 100:

About seven-hundred fifty
Four fifteen
108 East Forty-Second Street

In contracts and other documents in which precision is vital, a number can be
stated both in numerals and in words:

The tenant agrees to pay a rental fee of eight hundred and seventy-five
dollars ($875.00) monthly.

Spelling

Always use the spell-check function in your word-processing software. However,
don’t rely on it exclusively. Take the time to use a dictionary for all writing
assignments. If you are a poor speller, ask someone else to proofread every docu-
ment before you present the final version.

USAGE

Be aware of the pairs of words (and sometimes groups of three words) that are
often confused. Refer to Table B.1 for a list of the most commonly confused words.

TRANSITIONS

You can choose from three techniques to achieve smooth transitions within and
between paragraphs.

Use Transitional Expressions

Use words such as again, furthermore, in addition, meanwhile, however, also, although,
for example, specifically, in particular, as a result, in other words, certainly, accordingly,
because, and therefore. Such words serve as bridges between ideas.

(Text continues on page 482.)
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TABLE B.1 Commonly confused words

Similar Words

Accept means “to receive willingly.”
Except means "otherwise than.”

Affect means “to have an
influence on!”

Affect can also mean “to pretend.”

Effect used as a noun means “a
result”

Effect used-as a verb means “to make
happen” or “to bring about”

Already means “before this time!

All ready means “prepared.”

Among refers to three or more.
Between refers to two.

Cite means “to document.”

Sight means “vision.”

Site means “a location.”

Continual means “repeated at

intervals.”

Continuous means "without
interruption.”

Council means “a body of elected
people!”

Counsel means “to offer advice.”

Differ from refers to unlike things.

Differ with means “to disagree.”

Used Correctly in a Sentence

She accepted his business proposal.
They all agreed, except Bob.

Meditation affects concentration
in a positive way.

Boris likes to affect a French accent.

Meditation has a positive effect on
concentration.

Meditation can effect an improvement
in concentration.

Qur new laptops are already
sold out.

We are all ready for the summer
tourist season.

The prize was divided among the four
winners.

The prize was divided between the
two winners.

You must always cite your sources in
research.

Margarita seems to have the gift of
second sight.

Have the surveyors inspected the
site yet?

Our lower field floods continually
during the rainy season.

His headache has been continuous
for three days.

| plan to run for student council.

Because you have experience, |
suggest you counsel/ Jim on the
project as it moves along.

This plan differs greatly from our
previous one.

Mary differs with John about the plan.
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TABLE B.1 (Continued)

Transitions

Similar Words Used Correctly in a Sentence

Disinterested means “unbiased”
or “impartial”

Uninterested means "not caring.”

Eminent means “famous” or
"distinguished.”

Imminent means “about to happen.”

Farther refers to physical distance
(a measurable quantity).

Further refers to extent
(not measurable).

Fewer refers to things that can
be counted.

Less refers to things that can't
be counted.

Imply means “to insinuate.”

Infer means “to reason from
evidence!

It's stands for “it is.”

Its stands for “belonging to it

Lay means “to set something down.”

Lie means “to recline!” It takes no
direct object.

(Note that the past tense of lie is lay.)
Precede means “to come before.”
Proceed means “to go forward.”
Principle is always a noun that means

“basic rule or standard.”

Principal, used as a noun, means “the
major person(s).”
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Good science calls for disinterested
analysis of research findings.

Boris is uninterested in science.

Dr. Ostroff, the eminent physicist, is
lecturing today.

A nuclear meltdown seemed imminent.

The station is 20 miles farther.

Further discussion of this issue
is vital.

Fewer than fifty students responded
to our survey.

This survey had less of a response
than our previous.cne.

This report implies that a crime
occurred.

From this report, we can infer that a
crime occurred.

It's a good time for a department
meeting.

The cost of the project has exceeded
its budget.

Please lay the blueprints on the desk.

This patient needs to lie on his right
side all night.

The patient /lay on his right side all
night.

Audience analysis should precede a
written report.

If you must wake the cobra, proceed
carefully.

Ethical principles should govern all
our communications.

All principals in this purchase must
sign the contract.

(Continued)
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APPENDIX B A Brief Handbook

TABLE B.1 Commonly confused words (Continued)

Similar Words Used Correctly in a Sentence

Principal, used as an adjective, means Martha was the principal negotiator

“leading!” for this contract.
Stationary means “not moving.” The desk is stationary.
Stationery means “writing supplies.” The supply cabinet needs stationery.
Their means "belonging to them.” They all want to have their cake

and eat it too.
There means “at that location.” The new copy machine is over there.
They're means “they are.” They're not the only ones who disagree.

(Transitions, continued from page 479.)

Repeat Key Words and Phrases

To help link ideas, repeat key words orphrases or rephrase them in different ways,
as in this next paragraph (emphasis added):

Repeated key words Whales are among the most intelligent of all mammals.

and phrases Scientists rank whale intelligence with that of higher primates because
of whales’ sophisticated group behavior.These bright creatures have
been seen teaching and disciplining their young, helping their
wounded comrades, engaging in elaborate courtship rituals, and
playing in definite gamelike patterns. They are able to coordinate

such complex cognitive activities through their highly effective
communication system of sonar clicks and pings. Such remarkable
social organization apparently stems from the humanlike devotion
that whales seem to display toward one another.

The key word intelligent in the preceding topic statement reappears as intelligence
in the second sentence. Synonyms describing intelligent behavior (sophisticated,
bright, humanlike) reinforce and advance the main idea throughout.

Use Forecasting Statements

Forecasting statements tell your readers where you are going next:

Forecasting The next step is to further examine the costs of this plan.
statements

Of course, we can also consider other options.
This plan should be reconsidered for several reasons.
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Lists

If you encounter a situation in which you think you need a better transition but
none of these methods seems appropriate, you may need to delete or move some
information.

LISTS

Listed items can be presented in one of two ways: running in as part of the
sentence (embedded lists) or displayed with each item on a new line (vertical lists).

Embedded Lists

An embedded list integrates a series of items into a sentence. To number an
embedded list, use parentheses around the numerals and either commas or
semicolons between the items, as in the following example:

In order to complete express check-in for.your outpatient surgery, you
must (1) go to the registration office, (2)-sign in and obtain your
registration number, (3) receive and wear your red armband, and

(4) give your check-in slip to the volunteer, who will escort you to
your room.

Vertical Lists

Embedded lists are appropriate for listing only a few short items. Vertical lists-are
preferable for multiple items. If the items belong in a particular sequence, use
numerals or letters; if the sequence of items is unimportant, use bullets.

There are a number of ways to introduce vertical lists. You can introduce a
vertical list with a sentence that closes with “the following” or “as follows™ and ends
with a colon:

All applicants for the design internship must submit the following:

* Personal statement

e Résume

* Three letters of reference
* Portfolio

You can also introduce a vertical list with a sentence that closes with a noun and
ends with a colon:

All applicants for the design internship must submit four items:

1. Personal statement

2. Résume

3. Three letters of reference
4. Portfolio

Embedded list

Vertical list using
following and a
colon

Vertical list using a
noun and a colon
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Vertical list using
grammatical
incompleteness

Incorrect because
the introductory
sentence ends with
averb

Incorrect because
the introductory
sentence ends with
a preposition

Incorrect because
the introductory
sentence ends with
an infinitive

Vertical list without
a colon
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Finally, you can introduce a vertical list with a sentence that is grammatically
incomplete without the list items:

To register as a new student:

1. Take the placement test at the CampusTest Center.
2. Attend a new student orientation.

3. Register for classes by Web or telephone.

4. Pay tuition and fees by the due date.

Do not use a colon with an introductory sentence that ends with a verb, a preposi-
tion, or an.infinitive, as in the following incorrect examples:

All applicants for the design internship must submit:

¢ A personal statement

e Arésumé

* Three letters of reference
¢ A portfolio

All applicants for the design internship need to:

¢ Submit a personal statement and résumeé
* Forward three letters of reference
¢ Provide a portfolio

All applicants for the design internship need to submit:

* A personal statement

* Arésumé

e Three letters of reference
¢ A portfolio

If the sentence that introduces the list is followed by another sentence, use periods
after both sentences. Do not use a colon to introduce the list:

The next step is to configure the following fields. Consult Chapter 3 for
more information on each field.

¢ Serial port

* Baud rate

¢ Data bits

e Stop bits

Note that some of the preceding examples use a period after each list item and
some do not. As a general rule, use a period after each list item if any of the items
contains a complete sentence. Do not use a period if none of the list items contains
a complete sentence. Also note that items included in a list should be grammati-
cally parallel. For more on parallelism, see page 113.
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