EFFECTIVE BUSINESS COMMUNICATION


A. B. Schwarzkopf





Most business communication is conducted through memos and report summaries.  Although many large reports may be produced, the managers who decide issues have many responsibilities and little time.  These reports are read by staff members AFTER the basic decisions have been made.  The following guidelines will help improve your business style. 





Memos start with From, To, Date and Subject lines to identify the document.  The exact format is not important since each company has its own standards. 





You have ONE PAGE to make your point.  If a memo spills over to a page and a half rewrite it.  If you have a long report then add an executive summary at the beginning.   Pages after the first one are for expansion and refinement only.





Each memo should cover ONE TOPIC ONLY.  Memos are passed around and filed under topic.  The Subject line deserves special attention since it often determines who reads the memo.





SUMMARIZE the main points of the memo AT THE BEGINNING.  You can expand each point in a paragraph or section that follows.  Expect a manager to skim the first paragraph or two to decide whether to read further.





Write in DIRECT SIMPLE SENTENCES and short paragraphs.  A one-line paragraph is acceptable for emphasis.





Use WHITE SPACE, BULLETS, a BOX or a GRAPH to emphasize important points.  Use only one summary device per memo, however, because too many devices make the memo appear cluttered and confusing. 





TABLES AND GRAPHS SHOULD STAND ON THEIR OWN.  The titles, labels, notes and cut lines on a graph or table should be enough for a reader to understand the display without reading the text.  Many managers will look at the graphs and tables to decide whether the information is important.  





DO NOT ASSUME THE READER WILL UNDERSTAND OBVIOUS POINTS.  Describe in words in the text the point you want to make with a table or graph. Specify whatever conclusions you want drawn.  If a graph has maximum profit after 2 years, say so.  





�
	COMPONENTS OF AN EFFECTIVE PRESENTATION





I.  PURPOSE.  Define task.


"The purpose of this memo is ... "





II.  FORMAT.  What is the presentation going to do?


"This memo recommends


...


...





III.  DATA.  What is the background information and data about the problem that you wish to present?


"You should note the following facts in support of these recommendations..."





Note:  If you are going to use stories or examples they normally go here.  Stories are effective in oral communication to cement a point in the listener's mind, but they must be relevant to the purpose of the presentation.   Stories should not be used in written or formal oral communication, but examples can serve the same purpose. 





IV.  CONCLUSION.  What conclusions do you draw from the data you have presented?


"The conclusions to be drawn from these facts are...”





V.  SO WHAT.  What do these recommendations mean to the audience?  What should the audience do? 


"This means that we must...”





VI.  RESTATE.  Summarize the problem and conclusions, preferably in action terms.


"In summary...”





Note:   In some formal memos this is put into an 'Action' section that has deliverables and due dates spelled out. 





VII.  TAG ENDING.  This is generally not done in formal written communication.  It is very important in oral presentations. 


"In one sentence we say...”





General Notes:


1.  Stories and examples are important.  Be sure that they make a point, even if they are supposed to be funny, in case they don't work as humor. 





2.  The tag ending is critical in oral presentations.  It is the hook that keeps your idea in the audience's mind.  It is worth spending a lot of time coming up with a good tag sentence. 





3.  The audience is interested in their own problems.  The more time you spend on  "What's in it for you (i.e. SO WHAT)" the better.


�
WHAT WILL YOUR BOSS SEE?





Criteria by which most business writing is judged.





The following is a list of the most important features of a memo in order of how a business reader will evaluate it.  Although this is how you expect your work to be read, you will create it in reverse order (content first, etc.)





1.  VISUAL IMPACT.  The overall neatness and form of the memo.  This includes the quality of the print, the use of figures and display devices, and the adherence to company standard form.





2.  SPELLING.  Especially names.  There is no excuse for not using a spell checker. 





3.  GRAMMAR.  No easy solution here.  If your grammar is not good, find someone to review this with you.


a.  Verb Tense.  All verb tenses should agree. 


b.  Voice.  Don't switch from active to passive voice... in fact, don't use passive voice.


c.  Parallelism.  When you have a list of items, all the words in the list must be the same grammatical form.  Endings (ed, ..ing, etc.) should be the same. 





4.  CONTENT.  Start here and work your way up.





�











 





 











