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Crafting written messages and adapting
to the audience
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O Identify the four aspects of being sensitive

to audience needs when writing business
messages.

Identify seven characteristics that build and
maintain a communicator’s credibility.

Explain how to achieve a tone that is
conversational but businesslike.

Describe how to select words that are both
correct and effective.

Define the four types of sentences, and
explain how sentence style affects emphasis
within a message.

List five techniques for writing effective
messages for mobile readers.
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Changing people's way of thinking takes more

than just a great idea. Whether consciously or
not, audiences greet most incoming messages
with a selfish question: “What’s in this for me?”
If your readers or listeners don’t think you
understand or care about their needs, they

probably won’t pay attention.
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The notion of

audience-centered
communication and the “you” attitude refers
to speaking and writing in terms of your
audience’s wishes, interests, hopes, and
preferences. On the simplest level, you can
adopt the “you” attitude by replacing terms

such as |, me, we, and us with you and yours:
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Also, be aware that the “you” attitude

o" V24

involves a lot more than just using particular
pronouns. It's a matter of demonstrating
genuine interest in your readers and concern
for their needs. You can use you 25 times in a
single page and still offend your audience or

ignore readers’ true concerns.
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O If you're writing to a retailer, try to think like a dslad cadjad il () iSs GS \Sg =
Jralai i3S 1Y) €45 a0 LS HSas
KV QpPt NI UL P bk U IO 9
supervisor, put yourself in that position; if you're e Jaee ) iS5 C€ 1)) a8 gall
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retailer; if you’re dealing with a production

writing to a dissatisfied customer, imagine how you
would feel at the other end of the transaction.
0 Be aware that on some occasions, it’s better to avoid =~ J=ad} ¢glaa¥) (aaay 340l €35
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As you practice using the “you” attitude,

be sure to consider the attitudes of other
cultures and the policies of vyour
organization. In some cultures, for
instance, it is improper to single out one
person’s achievements because the whole
team is considered responsible for the

outcome.
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In such cases, using the pronoun we or

our (when you and your audience are
part of the same team) would be more
appropriate. Similarly, some companies
have a tradition of avoiding references

to you and | in formal documents.
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Good etiquette shows respect for your audience and helps

foster a more successful environment for communication

by minimizing negative emotional reactions:
Instead of This

Once again, you’ve managed to bring down the website

through your incompetent programming.
Write This

Let’s review the last website update to explore ways to

improve the process.
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Instead of This

You’ve been sitting on our order for two weeks, and
we need it now!

Write This

Our production schedules depend on timely delivery
of parts and supplies, but we have not yet received
the order scheduled for delivery two weeks ago.
Please respond today with a firm delivery

commitment.

13 e Yy

1Y) 4al) Aalay cmi s e sl Jie lad Ll

KT QY

o o sl g ekl b e Uiali) Jglan daia

4,@3‘ “ﬁ J‘)&\ (.QKE“ ah ) ej \ .\.1<‘ ‘\\\A“ c“\ﬁjj\

cia\jﬁ\‘}_ﬁ\bae)_g\dﬂ\@); U:\.c}w\d_@

\

4 =N



1
EMPHASIZING THE POSITIVE 2E® Ay

Lecture HQJA)Y\ uJ; J,,\S Jﬁ\

04

During your career, you will have many occasions in  (—e 2l 4a) siw digall @l ywe O

\

which you need to communicate bad news. However, A Jual Jlay) ) Lesd zliag Al ) 5al
there is a big difference between delivering negative SlalY) Jlay) (o 3 (3,8 llia (el &

news and being negative. When the tone of your 3, (sSiLeaie Uil (9S50 (s Al

message is negative, you put unnecessary strain on _—e Uax ca el 1 Gl b Sl
business relationships. Never try to hide negative news, 13 Jslai ¥ A jlaill clilidle e (55
but always be on the lookout for positive points that will  hladl oo il caal Ja ddalad) JLaY) (laa)

foster a good relationship with your audience: 1) s aa B A8l ) datiu All dulayy)
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Instead of This 13 e Y
It is impossible to repair your laptop today. 2ol Jgenall @l guds #Sa) Jaatiusall (10
Write This A k)
Your computer can be ready by Tuesday. Would ~ Ja Ul a s Jsdas 1 3ala clisida 68 of Sy
you like a loaner until then? Somall dlld Jia 43 jle) 4 e i
Instead of This 13 e Y
We wasted $300,000 advertising in that <lli &cldey) e ;¥50300,000 Lral adl
magazine. Al
Write This ik
Our $300,000 advertising investment did not ¢ _Ld ;¥ 52 300,000 ALl S3le ) U il i) ol
pay off; let’s analyze the experience and apply <&3wall e 51 Gahaigay il Jlailigen

\ the insights to future campaigns. RN | y
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If you find it necessary to criticize or correct, <gmaaaill ol a8l 5 5y Caa g 1)
don’t dwell on the other person’s mistakes. .,aY) gasdll elhdf lo 35 M
Avoid referring to failures, problems, or JSLiall o clBlaay) )5 iy Caiss
shortcomings. Focus instead on what the AN e Yay 58 ) sl aa gl
audience members can do to improve the (pwaildaled jseaall 4Sala lo
situation: ‘gl
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Instead of This 13 e Y
The problem with this department is a failure to sl Java 8 Jidll e andl) e ASa
control costs.
Write This A is)
The performance of this department can be L gia 2 A e adll 13 ¢lal s (4<
improved with tighter cost controls. sl
Instead of This 134 (e Yy
You failed to provide all the necessary information ALl Aalall A 4 ) Gl slaall guen o35
on the previous screen.
Write This 1 s
Please review the items marked in red so that we  _ia jaa¥) ol A dedll jaliall daa) po oy

\_ can process your order as quickly as possible. OSae G g &yi & il Aallas (e oS )
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If you’re trying to persuade audience members

to buy a product, pay a bill, or perform a
service for you, emphasize what’s in it for
them. When people recognize the benefits of
doing so, they are more likely to respond

positively to your appeal:
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Instead of This

We will notify all three credit reporting agencies if
you do not pay your overdue bill within 10 days.
Write This

Paying your overdue bill within 10 days will
prevent a negative entry on your credit record.

Instead of This

| am tired of seeing so many errors in the

customer service blog.

Write This

Proofreading your blog posts will help avoid

embarrassing mistakes that erode confidence in
\ our ability to help customers.
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Bias-free language avoids words and phrases that

unfairly and even unethically categorize or
stigmatize people in ways related to gender, race,
ethnicity, age, disability, or other personal
characteristics . Contrary to what some may think,
biased language is not simply about “labels” or

“political correctness.”
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To a significant degree, language reflects the way we  «Lladiaa g U K85 48y jla Gall) St ¢ joS aa ]
think and what we believe, and biased language may  AlSal¥lsidaaill )sall 5 il dalll & 5 a8
well perpetuate the underlying stereotypes and ¥ «lld e s 0le Lefid <l dap

prejudices it represents. Moreover, because sLai¥layaebd oY Jea Hery Joal sl
communication is all about perception, simply being (S Y de gl
fair and objective isn’t enough.

To establish a good relationship with your audience, Waal ehai o cany ¢l ) sgan pe 32pa A83e oLl
you must also appear to be fair. Good communicators bl Gsrall olial gall Jiy aiaidll jelaa
make every effort to avoid biased language. Bias can =il Al o oSy 3 sl Aalll Caiadl aanga

. come in a variety of forms: e guia Jssl
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Gender bias. Avoid sexist language by

using the same labels for everyone,

regardless of gender. Don’t refer to a
woman as chairperson and then to a man
as chairman. Use chair, chairperson, or

chairman consistently.
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Racial and ethnic bias. Avoid
identifying people by race or ethnic
origin unless such a label is relevant to

the matter at hand—and it rarely is.
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Age bias. Mention the age of a person

only when it is relevant. Moreover, be
careful of the context in which you use
words that refer to age; such words carry
a variety of positive and negative
connotations. For example, young can

imply energy, youthfulness, inexperience,

or even immaturity, depending on how

\_ it's used.
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Disability bias. Physical, mental, sensory,

or emotional impairments should never
be mentioned in business messages
unless those conditions are directly
relevant to the subject. If you must refer
to someone’s disability, put the person

first and the disability second.
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Successful communication relies on a

positive relationship between sender and
receiver. Establishing your credibility and
projecting your company’s image are two
vital steps in building and fostering positive

business relationships.
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Audience responses to your messages

depend heavily on your credibility, a
measure of your believability based on
how reliable you are and how much trust
you evoke in others. With audiences who
don’t know and trust you already, you
need to establish credibility before they’ll

accept your messages.
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When vyou do establish credibility,

communication becomes much easier
because you no longer have to spend time
and energy convincing people that you are
a trustworthy source of information and
ideas. To build, maintain, or repair your
credibility, emphasize the following

characteristics:
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O Honesty. Demonstrating honesty and

integrity will earn you the respect of your

audiences, even if they don’t always

agree with or welcome your messages.

O Objectivity. Show that you can

distance  yourself from emotional

situations and look at all sides of an issue.
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O Awareness of audience needs. ¢ sl il JSdy el claldaly o6l O
Directly or indirectly, let your audience  .agag b agii il & ) s gan al il

members know that you understand
what’s important to them.
0 Endorsements. An endorsement is a  u=add (e dlic 4L gln o S 3 als 31 O
statement on your behalf by someone owaS ) sean e J s
who is accepted by your audience as
an expert.
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O Credentials, knowledge, and expertise. Fl—is .3 —dlg a3 mall g <A s—all [
Audiences need to know that you have a3ble S ehal ldd me ) ) sganl

Lecture

whatever it takes to back up your message, g sl Laglai Glld (1S 2 g el acal
whether it’s education, professional s 4alu clalas of Lala W e ol d s
certification, special training, past Ly ¢y gl ol daga Ay
successes, or simply the fact that you’ve

done your research.
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O Performance. Demonstrating impressive

communication skills is not enough; people
need to know they can count on you to get the

job done.

O Sincerity. When you offer praise, don’t use
hyperbole—over-the-top exaggeration, such as
“you are the most fantastic employee | could
ever imagine.” Instead, point out specific

qualities that warrant praise.
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When you communicate with anyone

outside your organization, it is more than a
conversation between two individuals. You
represent your company and therefore play
a vital role in helping the company build and
maintain positive relationships with all its

stakeholders.
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Most successful companies work hard to

foster a specific public image, and vyour
external communication efforts need to
project that image. As part of this
responsibility, the interests and preferred
communication style of your company must
take precedence over your own views and

personal communication style.
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The tone of your business messages can range

from informal to conversational to formal. When
you’re communicating with your superiors or with
customers, your tone may tend to be more formal
and respectful. That formal tone, however, might
sound distant and cold if used with close
colleagues. Part of the challenge of communicating

on the job is to read each situation and figure out

the appropriate tone to create.
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extreme or too laid-back and informal at the other

extreme. You can achieve a tone that s
conversational but still businesslike by following

these guidelines:

eAvoid stale and pompous language. Most
companies now shy away from such phrases as

o

“attached please find” and “please be advised
that.” Similarly, avoid using obscure words, stale or
clichéd expressions, and overly complicated

sentences designed only to impress others.
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e Avoid preaching and bragging. Readers tend to  zle ¥ () ¢l & Joay AL g e o) uinti @

Lecture

get irritated by know-it-alls who like to preach or  (ss e~ JS 48 e (e dy (Al (alaiV) e
brag. If you need to remind your audience of ¢, sean 5SY ) dalsy i€ 13 alall ) Jac )
something that should be obvious, try to work in  J3a5 o Jylad da alg 5 S o coa & i
the information casually, perhaps in the middle of 8l Ceaiic 8 Lay ) ¢ oimye IS5 Cilasladll
a paragraph, where it will sound like a secondary .lage WSS Ly (s 638 (Galad 4S5 e sans G

comment rather than a major revelation.
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® Be

careful with intimacy. Business
messages should generally avoid intimacy,
such as sharing personal details or adopting a
casual, unprofessional tone. However, when
you have a close relationship with audience
members, such as among the members of a
close-knit team, a more intimate tone is

sometimes appropriate and even expected.

O iy Aazaad) BUEYY Gglud alading die 133 oS @
Aagaal) BLEY) bl La gae 4 el Jils I ias
e By Aldde]) o A addl) Jualdtl) AS LA J e
A8le chal ()5S0 Ladie ) aa g Al jial e 5 dan
Glb ool e (598 slme] Jia o gganl) ol 8 pe 48
a8 L sia s Bulie 058 saren ST 5 aladiul

oY)

~N

4 -8S



/‘

Lecture

Al 9 Bl s L)

CREATING A CONVERSATIONAL TONE

MIDOCEA|

UNIVERSITYl

04

e Be careful with humor. Humor can easily

backfire and divert attention from vyour
message. If you don’t know your audience
well or you’re not skilled at using humor in
a business setting, don’t use it at all. Avoid
humor in formal messages and when you’re

communicating across cultural boundaries.
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Careful writers pay close attention to using the LKl ARENANY 3 IR CADATY IPEVAIN QUK APy

right words for every situation and using them

= enma IS Lgaladi il g «adge JST A Ll
leaie Nl om gt o Laga el andy bl
SIS il (rana S0 LSl aast s

correctly in context. Doing so is important on two

levels. First, when you use words correctly, your

writing becomes clearer, more efficient, and more
enjoyable to read. Second, using words correctly — aladil Fow (L 3e) 8l data g 3eLiS g S guia g

sends the signal that you care about the quality of 5, 125 ol Laalie fdl_u) I i el
your work, you understand the material you are

LJ-\‘} Rt Q_I_IS.\ LSJJ‘ &J‘“‘é)‘d\ 3 Sl ‘\j ‘Lﬁ‘ Lo
writing about, and you are sensitive to your

“la P Slaltay Sulaa
audience’s information needs. = 95‘“5 O ) sgan SDlalial
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In addition to using words correctly, successful ¢gaa JS& Gl aladtin) ) ALyl

Lecture

writers and speakers take care to use the most e &saalall o aial g QLK oy oy

effective words and phrases. Selecting and using  Wlle 4llxd <l jlaadl 5 il S aladiin

words effectively is often more challenging than 4l Lealadi il g il WIS Lial 58 La
using words correctly because doing so is a oY (gmnaa JSh Lgaladiul (e 4y sria By
matter of judgment and experience. Careful &l Jualsy 5 yall s AaSall e adiay olly
writers continue to work at their craft to find (e Js2all agid ya e Jaall Gy aLull

words that communicate with power. B e GilalS
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By practicing vyour writing, learning from

experienced writers and editors, and reading
extensively, you’ll find it easier to choose words
that communicate exactly what you want to say.
When you compose your business messages, think
carefully to find the most powerful words for each
situation and to avoid obscure words, clichés, and

buzzwords that are turning into clichés:
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i) Jemsd) (e 4l 2 A gandll
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[ Choose strong, precise words. Choose words

that express your thoughts clearly and
specifically. If you find yourself using a lot of
adjectives and adverbs, you're probably trying
to compensate for weak nouns and verbs.
Saying that sales plummeted is stronger and
more efficient than saying sales dropped
dramatically or sales experienced a dramatic

drop.
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0 Choose  familiar  words.  You'll e duzdl IS5 Jual st A8 glla cilals 53) O

communicate best with words that are O 2S3all e @bl jal g 144 il il WIS
familiar to both you and your readers. (s<828a agll o waild 1Al 35 gall
Efforts to improve a situation certainly Adlad ST sauas Lol Jgall oK) cdilas
can be ameliorative, but saying they are

helpful is more effective.

4 -45



Lecture

Aollady cilalS) alaiind

USING WORDS EFFECTIVELY

MIDOCEA|

UNIVERSITYl

04

d Use jargon carefully. Jargon, the specialized

language of a particular profession or
industry, has a bad reputation, but it’s not
always bad. Using jargon is often an efficient
way to communicate within the specific
groups that understand these terms. After
all, that’s how jargon develops in the first
place, as people with similar interests devise

ways to communicate complex ideas quickly.
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Arranging your carefully chosen words in Jws (8 4l 3 Ul elildS (g 53 ()

effective sentences is the next step in Jiludelia 840l 5 ghadll 8 dllad

creating powerful messages. Start by 4ddesg s Joadl Lgaliiay) A8
selecting the best type of sentence to Lelbay) & 533 S8 S a4l

communicate each point you want to make.
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Sentences come in four basic varieties:

simple, compound, complex, and

compound-complex.

O A simple sentence has one main clause
(a single subject and a single predicate),
although it may be expanded by nouns
and pronouns that serve as objects of

the action and by modifying phrases.
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(d A compound sentence has two main

clauses that express two or more
independent but related thoughts of
equal importance, usually joined by
and, but, or or. In effect, a compound
sentence is a merger of two or more
(independent

simple sentences

clauses) that are related.

Oty G ilea (e AS pall Adaad) s <5
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always separated by a comma or by a semicolon (in (85) ik stie ilaliy o Alialiy 48 )
which case the conjunction is dropped). () Bl Lalas) iy Alall 028
O A complex sentence expresses one main thought (the 4w 3,88 (e dadedll dlad) 135 O
independent clause) and one or more subordinate, <SI ol 3 588 (Al Alaall) saal
related thoughts (dependent clauses that cannot stand ol (Sad ¥ daili Juaa) dlia ld Aalls
alone as valid sentences). Independent and dependent s &ile (Las ey daaia Mea K5
clauses are usually separated by a comma. Alaldy Ayl 5 Al Jaal) Juads
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O A compound-complex sentence  (ilan (e alaall Ao sal) dland) (5S35 (]
has two main clauses, at least one e J8Y) o Laalaa) (5 siad (i )
of which contains a subordinate Azl dlaa

clause.
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3 One obvious adaptation to make for audiences using astadisaneai Jorai gl b« (O
mobile devices is to modify the design and layout of 3 sall LN alaal caulil ellils

your messages to fit smaller screen sizes and different gy Adliaall aadioall Agal s Ol 3
user interface features. However, modifying your 5sha UK 8 el glal (s e celld
approach to writing is also an important step. Lyl daga

Q Reading is more difficult on small screens, and ¢ soall LA e Cmaal 36l jalld O
consequently users’ ability to comprehend what they ae¢d (Ao (peadiual 3 508 <5 Jull

read on mobile devices is lower than it is on larger J31 4 sanall 3 3l e 455558 L
screens. oSl GLELE e i
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In fact,

research shows  that
comprehension can drop by 50 percent
when users move from reading on a full-
size screen to reading on a smartphone,
and they can scroll right past vital

information without noticing it.

Use these five techniques to make your

mobile messages more effective:

Gy (il a8 agdll o AN jelal (gl s
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e Use a linear organization.

In a printed
document or on a larger screen, readers can
easily take in multiple elements on a page,
such as preview or summary boxes, tables
and other supporting visuals, and sidebars
with related information. All these elements
are in view at the same time, so readers can
jump around the page to read various parts

without feeling lost.

ild o gl g sahae aiiine 8 LhA Wil aadia @
e saazia yalic Glagio) A g o) 48l (K 63 1S
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® Prioritize information. Small screens

make it difficult for readers to scan the
page to find the information they want
most. Prioritize the information based on
what you know about their needs and put

that information first.
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® Write shorter and more-focused messages

and documents. Mobile users often lack the
patience or opportunity to read lengthy

messages or documents, so keep them short.
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e Use shorter subject lines and headings.

Mobile devices, particularly phones, can’t
display as many characters in a single line
of text as the typical computer screen
can. Depending on the app or website,
email subject lines and page headings will
be truncated or will wrap around to take

up multiple lines.
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e Use shorter paragraphs. In addition to

structuring a message according to discrete
blocks of information, paragraphs have a
visual role in written communication as well.
Shorter paragraphs are less intimidating and
let readers take frequent “micro rests” as

they move through a document.
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