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1- What Memos, Faxes, E-Mails, IMs, and Blog Posts Have in Common:

Although memos, faxes, e-mails, IMs, and blog posts are very different types
of correspondence, they share the following characteristics:

1. Each of these types of correspondence is streamlined for the busy world
of work. Unlike letters, proposals, or reports, which can be long and detailed
and contain formal parts and sections, these routine types of
correspondence give writers and readers a particularly fast way to
communicate.
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2. They give busy readers information quickly. While the messages
they contain can be about any topic in the world of work, most
often they focus on day-to-day activities and operations at your
company—sales and product information, policy and schedule
changes, progress reports, orders, troubleshooting problems.

3. They are informal. Compared to letters, proposals, and reports,
these kinds of routine correspondence are not as formal. They
emphasize a conversational, yet professional, style of writing.
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4. Even though they are routine, they still demand a great deal of
thought and time. Although memos, e-mails, blogs, and IMs are
less formal than, for instance, a letter to a client, they all must be
written clearly and with correct grammar and punctuation, even
when the correspondence is between two employees in the
same department of a company. Always plan and review what
you are going to write.
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2- Memos:

Memorandum, usually shortened to memo, is a Latin word for
“something to be remembered.” The Latin meaning points to the
memo’s chief function: to record information of immediate
importance and interest in the busy world of work, as in Figure
3.1. Memos are brief and informal but can contain official
announcements that serve a variety of functions, including:
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m making an announcement

m providing instructions

m clarifying a policy, procedure, or issue

m changing a policy or procedure

m alerting employees to a problem or issue
m delegating responsibilities

m making a request

m offering suggestions or recommendations
m providing a record of an important matter
m confirming an outcome
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Standard memo format.

Health Systems Inc
ﬂ 4008 Washington
MNTE VIO I Reno, NY 289501

W hsincorp.corm

TO: Lucy

FROM: Roger

DATE: Movember 11, 2011

SUBJECT: Rewview of Successful Website Seminar

As you kmow, | attended the “*How to Build a Successiul Website™ seminar on
Mowvember 7 and leamed the “rules and tools™ we will need to redesign ouwr
owWn site.

Hers is a review of the major topics covered by the presenter, Jackie Chen:

1. Kegp your website content-based—identity your target audience.

2_ VWisualize and “map out™ your site ahead of time.

3. Design your website to look the way you envision it—make it aesthetically
pleasing.

4. Be sure your site easy to navigate, especially for global readears.

5. Be sure the site easy to find by seanch engines such as Google for maxirmurm
eXposure.

G. Create hot links and image maps to mowve users from page to page.

7. Encourage wvisitor interaction by soliciting Tfeadback.

8. Complete your site with appropriate sound and animation.

9. Kesp your site updated.

Could we meet in the next day or two to discuss recreating our website in light
of these guidelines? | would really appreciaite your suggestions about this
project as well.

Thanks.

Figure 3.1
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- Memo Format

Memos vary in format and the way
they are sent. Some companies use
standard, printed forms (Figure
3.1), while others have their names
(letterhead) printed on their
memos (as in Figures 3.2 and 3.3).
You can also create a memo by
including the necessary parts in an
e-mail.

Figure 3.2

Memo on letterhead with a clear intreduction, discussion, and condusion.

AN

DEC|

Dearborn Bguipment Company

To: Machine Shop Employees

From:  Janet Hempstead, Shop Supervisor 'E"ra_
Date: September 27, 2011

Subject: Cleaning Brake Machines

Dwrring the past two weeks | have received several reports that the brake
machines are not being cleaned properly after each use_ Through this memao |
want to emphasize and explain the importance of keeping these machines clean
for the safety of all employees.

When the brake machines are used, the cutter chops off small particles of
metal from brake drums. These particles settle on the machines and create a
potentially hazardous situation for anyone working on or near the machines. I
the machines are not cleaned routinely before being used again, these metal
particles could easily fty into an individual's face when the brake drum is
spinning.

To prevent accidenis like this from happening, please make sure you
vacuum the brake machines after each use.

You will find two vacuum cleaners for this purpose in the shop—one of them
is located in work area 1-A and the other, a reserve model, is in the storage
area. Vacuuming brake machines is quick and easy: It should take no more
than a few seconds. This is a small amownt of ime o0 make the shop safer for
all of us.

Thanks for your cooperation. If you have any questions, please call me at
Extension 324, e-mail me, or come by my office.

204 Soarth Mill 5t., Sowth Orange, NI 02341-3420 (609) 555-8848 JHEMP@ dearco.com
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& rmeermes that uses headings to highlight organzatiomn. Figurs 3.3

RAMCO TECHNOLOGIES L Cormpony oz

Wirhere Technology Shapes Tomorros

£ N e g e T e T P T e o 5 e R ST AT e i o
R Rarhel MMohler, Wice Presidens
Harrison Fontentot, Pablic Relatiomns
FRIC P Pl o '::-EI-]'I..-'_EIJE'.-'#\
SUBIECT: Wiiay= o Increase armvco’s Cormormamniny: Treobeesmesst
e N e Pellarch 2. 2012

Atk our planning session in early Febhrnary, onr division managers stressed
thee meed 1o menerare favorable publicity For onr ness Bamoo facilicy in
Flayfield. Knowing thar snch pablicicy wwilll highlight Ramoo™s wisibiliegy
im Mlapyfield, 1 think the company s image might be enhanced in the

Follommrimgs, way=s.

CREATE A SCHOLARSHIFP FLINIY

Fammwo wosnld receive favorable publicity by creating a scholarship at
MayfHeld Commmuondity College for any student interested in a career in
itechmrology,. A one-wyear scholarship wounbd cost 56 800, The scholarshigp
could be avwarded by a commiitntes compaoased of Ramoo excecuwtives ard
siaff. Suach a scholarship wonld emphasicse Ramoo™s sapport for techmical )
education @t a local college. i

OFFER STTE TOURS

Craided towrs of the MayFeld Facility would introdowece the cormomoreity to
Fammwo™s inmnvovative techmnology,. The tonrs might be organdeed For
acadermic, cormemmuamnity,. and civic groups. Individoals ssvoold see the care
wwe take in protecitingg the enrvironment in oar prodoaction and eguouiprmenit
choices and the speed with which we ship owr prodoces. OWF special
immterest o wvisitors woanbd be HRamoo™s ase of indoastrial robois alongside
s emyployees. Since these tours wwonld be scheduled in advamnce, they
showuld mot conflict wwith our prodoacition schedales.

PREOWIDE SCUEST SPEARKERS

Mamy of our employees wounld bye excellent gunest speakers ot civic amd
educational meetings in the Mayfield area. FPossible topics incluade the P |
techmological advances KHameo has made in designing and engineering
and howw these advances have belped consumers and the local econosmmy.

Thanks For giving mee yoonr cormmeents as soon as possible. TF wwe are
Eoing o puat onme or meore of these sugpestions into practioes before the
Facility opens in mid-Sopril, wwe'll meed o act before the end of the
rrwewrvid .
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- Strategies for Organizing a Memo

Organize your memos so that readers can find information quickly and
act on it promptly. For longer, more complex communications, such as
the memos in Figures 3.2 and 3.3, your message might be divided into
three parts: (1) introduction, (2) body or discussion, and (3) conclusion.
Regardless of how short or long your memo is, recall the three P’s for
success—plan what you are going to say; polish what you wrote before
you send it; and proofread everything.
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Introduction

The introduction of your memo should do the following:

m Tell readers clearly about the issue, policy, or problem that
prompted you to write.

m Explain briefly any background information the reader needs
to know.

m Be specific about what you are going to solve a problem.
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Body (Discussion)

In the body, or discussion section, of your memo, help readers in these
ways:

m State why a problem, procedure, or decision is important; who will be
affected by it; and what the consequences are.

m Indicate why and what changes are necessary.
m Give precise dates, times, locations, and costs.
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Conclusion

In your conclusion, state specifically how you want the reader to
respond to your memo. To get readers to act appropriately, you can do
one or more of the following:

m Ask readers to call you if they have any questions, as in Figure 3.2.

m Request a reply—in writing, over the telephone, via e-mail, or in
person—by a specific date, as in Figures 3.1 and 3.3.

m Provide a list of recommendations that readers are to accept, revise,
or reject, as in Figure 3.3.
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3- Sending Memos: E-mail or Hard Copy?:

A memo can be sent as a printed hard copy, as an e-mail, or in an e-mail
attachment. Find out your company’s policy. Increasingly, e-mail is replacing
printed memos, but there are times when a hard-copy memo is preferred as
essential.

Consider the level of official importance and confidentiality of your memo. If
your memo is an official document, such as the policy outlined in Figure 3.2,
you may not want to send it via e-mail, because it could easily be deleted or
altered. Moreover, if your memo is confidential (e.g., an evaluation of a co-
worker or vendor, a message containing sensitive financial or medical
information), you may not want to send it via e-mail, because it could easily be
forwarded or fall victim to hackers.
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4- Sending Faxes: Some Guidelines:

Even though you will use e-mail attachments and scan and send
documents via e-mail, faxes are still used in the world of work. A fax is an
original document copied and transmitted over telephone or computer
lines. Faxes are particularly helpful either when you have only hard copy
to send or when you want to send an original signed letter, contract,
blueprint, artwork, or other document that you could not send via an e-
mail transmission. Faxes demonstrate exactly what original documents
look like and allow recipients to obtain a hard copy quickly.
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- Cover Page

When you send a fax, make sure your cover page includes the following
information:

1. The name of the sender and his or her fax and phone numbers. The
phone number is important because it enables the recipient to report an
incomplete transmittal.

2. The name of the recipient and his or her fax and phone number. The
recipient’s correct fax and phone numbers should be included to ensure
delivery of the message.
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3. The total number of pages being faxed. Note that the

total number of pages includes the cover page itse
4. A brief explanatory note that lets the recipient

f.

KNOW

what the fax is, what its purpose is, and how and when

to respond to it.
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- Sending a Document

Follow these four guidelines to fax a clear and complete
document:

1. Make sure the original documents you send are clear. An
unclear faxed document will be difficult for the recipient to read.
For example, penciled comments may be too faint to fax clearly.

2. Avoid writing on the top, bottom, or edges of the documents to
be faxed. Any comments written on the outer edges may be cut off
or blurred during transmittal.
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3. Do not send overly long faxes. Be careful about sending
anything longer than three or four pages because you will tie
up both your own and the recipient’s fax machines.

4. Respect the recipient’s confidentiality. Because faxes may
be picked up by other employees in your office, don’t assume
your message will be confidential, unless, of course, the
recipient has a private fax machine.
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5- E-Mail: Its Importance in the Workplace:

E-mail continues to be one of the most common forms of
communication in the workplace. It is the lifeblood of every
business or organization because it expedites communications
within your firm as well as outside of it. Professionals in the world
of work may receive hundreds of e-mails a day from supervisors,
colleagues, clients, and vendors. Moreover, these e-mails may
contain visuals, soundbites, and tables, lists, and statistical files. As
we saw, memos, too, can be sent via e-mail.
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An example of an effectively written business e-mail. Figure 3.4

- Business E-Mail Versus Personal E-Mail e =

. . . L&W‘Ilhmhﬂr’"‘htwmwwm
E-mail is an informal, relaxed type of . rze=—e

business correspondence, far more so =it
. R bl el o ar  FEW =2
than a printed memo, letter, short
re p O rt, O r p ro p OS a | . ( H Oweve r’ e— m a i | At last the Hinson-Davis Company received its order, and they are very = G

pleased with our service. Victor Arana, their district manager, just called

me to say the order came in at 9:00 a.m. and by 9:13 it was up on their

should never be sent in place of a formal -

letter. Think of business e-mail as a e e e e
polite, informative, and professional -
conversation—friendly, to the point, and (i@l s

Craftworks

always accessible, as in Figure 3.4. ok e e
hitp Ff?vfmf .?:?:;E?D‘Irh 5. COM



Yet even though business e-mail is
basically informal and casual,
sending it does not mean you can
forget about your responsibilities as
an informed,  cautious, and
courteous employee and co-worker.
Figure 3.5 exemplifies an e-mail
used as a diplomatic yet informal
way of communicating with a
collaborative team.

E-mail sent to a distribution list of co-workers.

I rie g yiow irmer Fpomd Jmis Tebke MethType  Sncow  peip Sscge PTE

! Esply mhﬂl EI:'-I':

pr o= ~anrulla. ransa:mmmmh COm:= DE{-F.‘THWEI‘I; P newtech OHTE

<marganal Nabemmas T nEwWlEch COMs: <8 penaEnewlech, Coms

pp From: < IMedinaa. ba e e s, Coime-

Hello, Team:

To follow up on our conversation yesterday regarding working on this =
year's annual report, I'm glad ouwr schedules are flexible. I've checked

our calendars, and we are all available next Tuesday the 22nd at

10:30 a.m. Let's meet in Conference Room 410.

Con't forget we hawve to draft a two- to three-page overview first that
explains New Tech's strategic technology objectives for fiscal year
20712, Mot an easy assignment, but we can do it. gang.

It would be a big help if Annulla would bring copies of the reports for
the last three years. Would Peter please ca Il Ms. Jhandez in
Engineering for a copy of the talk she gave last month v the Powell
Chamber of Commerce? If memory serves me correctly, she did a
first-rate job summarizing MewTech's accomplishments for 2070.

Thanks for all your splendid work, team. See you Tuesday.

Melinda Bell

Director, Marketing

Mew Tech

zmelinda. bellEnewtech.com:=
FAX: (603) 555-2162

Woice: (603) 555-1505

hittp: Mwnanw. newtech.com
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- Guidelines for Using E-Mail on the Job

When you prepare and organize your e-mail message, always consider
your reader’s specific needs as well as those of your company. Following
the guidelines below will help you to write effective business e-mails.

1. Make sure your e-mail is confidential and ethical.

2. Make your e-mails easy to read.

3. Observe the rules of netiquette (Internet + etiquette).
4. Adopt a professional style.

5. Ensure that your e-mail is safe and secure.
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6- Instant Messages (IMs) for Business Use:

IMs are streamlined textual conversations online and sent close to
real time. Think of a professional IM as somewhere between a
phone call and an e-mail, or a chat with a colleague in the hallway.
IM conversations are almost as instantaneous as phone
conversations, but at the same time they provide written records of
communications, just as e-mails do. Keep in mind, though, that IMs
are not just for communications with your friends; they play a vital
role in workplace correspondence.
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n fact, researchers estimate that 90 percent of all businesses
nave or will use IMs for routine workplace correspondence.
Ms allow you to communicate with co-workers and managers
in the same office, at remote sites, or around the globe.
Crossing time zones, IMs give you access to anyone around
the world who is online and connected to the same service.
Figure 3.8 is an example of a workplace IM conversation.




An 1M exchange between co-workers Figure 3.8
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Daniellez1: 10:24 2am
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Danielbaz1: 10:34 zam
ot il
Sanjitman: 10: 45 2aTl
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Danielbaz1: 1: 140 pam
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Daniellez1: 1:36E pam
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. |
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- When to Use IMs Versus E-Mails

Like e-mails, IMs promote collaboration, provide a written record, and
further global communication. But they are used for very different
kinds of messages. E-mails are more detailed than IMs. By answering

the following questions, you will be better able to determine when to
send an IM or an e-mail.

1. How quickly does my message need to be sent/received? If you
need information right away, use IM rather than an e-mail because
recipients will most likely reply at once if they are online.
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2. How long or complex is my message? If you need to
transmit a message that, say, is more than a line or two (e.g.,
even extending to a paragraph or more) or contains multiple
points, send an e-mail.

3. If your message requires more time than a few brief back-
and-forth communications, start an e-mail exchange that can
extend over several hours or days.
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- Guidelines on Using IMs in the Workplace
observe these safe rules for your IMs.

1. Stay connected. Indicate your messenger status—“Away,”
“Busy,” “Offline.

2. Keep your messages short. Get to the point right away. A
line or two at most is enough for your IMs.

3. Write about one topic at a time. Don’t include information
about two or three different topics in one IM exchange.
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4. Avoid unfamiliar abbreviations. As in an e-mail, commonly
understood abbreviations such as “FYI” or “ASAP” are fine—even
encouraged—in IMs.

5. Make sure your message is professional. Even though IMs are the
most informal business messages you can send, don’t disregard
professional courtesy and ethics.

6. Organize your contact (buddy) lists into separate groups, such as
business, co-workers, friends/family, etc.
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7. Don’t use IMs to send sensitive/confidential information
about personnel, financial, hiring, or medical/legal issues.

8. Watch for viruses. Be careful about sharing files or opening
attachments via IMs.

9. Safeguard the privacy of your contact lists as well as the
contents of any IM attachments.
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7- Blogs:

Like e-mails and IMs, blogs (an abbreviation of “Web logs”)
are important tools for e-correspondence for employees,
managers, and customers. A blog is more than just a casual
journal or diary in the world of work. Think of a business blog
as an evolving website or daily business newspaper for which
employees and management write regular columns, or posts.
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- Internal/External Blogs

Blogs can be either internal or external, depending on the
intended audience. Internal blogs are designed exclusively for
employee readers. Employees can interact by posting their
comments and asking questions, express their views on new
policies, announce events and introduce new staff, and
communicate up and down the corporate ladder.
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External blogs allow companies to express their side of the
story—their interpretation of events and their clarification of

t
t
t

ne issues—aquickly and publicly. But besides being a forum for
ne company’s viewpoints, external blogs are a fast way to get

ne information out about new or updated product and

services, expanded locations, changes in technology, product
recalls, efforts at greening an environment, community service,
or just about anything related to a company’s mission and
activities.
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- Guidelines for Writing a Business Blog:

Following the guidelines below will help you write an effective (external)
business blog.

1. Respect your company’s protocols. Don’t post anything discriminatory
or confidential about an employer, co-workers, product, or service.

2. Positively project your company’s image. Keep your company’s history,
mission, and reputation in mind when you prepare your blog.

3. Avoid making your company liable for false or misleading information.

4. Target your audience. Try to reach current and potential customers by
anticipating their questions and needs.
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5. Date every blog posting so readers can follow a conversation. Update
your blog to make sure your information is current.

6. Write an attention-grabbing headline.

7. Share your story. Draw from vyour experiences. Offer your own
perspectives.

8. Adopt a casual, conversational style. Be upbeat and succinct. Emphasize
how and why your comments will help readers.

9. Structure your blog. so that your first paragraph comes to the point at
once and tells readers what you are blogging about and why.




10. Make it easy for readers to respond to
your posting. Tell them where and how to

reply.

11. Document your sources. If you use
someone else’s statistic, surveys,
illustrations, or ideas, first get permission
from the individual or the company that
owns the copyright.

12. Include relevant visuals. The blog in
Figure 3.9 clearly shows what the new model
looke like.

Today's Post (Auegust 15, 2010 2):

A Poweer Tool Even Better than the PH4507
by Clay Denton-Tyler, District Manager

Many of our loyal customers disagres with
Powerhouse's declsion to discontinue manu-
racturing the FH-450 All-In-0One Power Tood. 1t
Is always great to hear fnom our customers. and
o receive their feedback. even when they
pedleve we've done something wrong. To help
U CUSHOIMETS Lo Dathar LndersLand our
perspective, et me il in some of the back-
ground amout Wiy the PH-450 15 not Delng
manuiactured Sy more.

DIsconunuing the PH-450 Was Not an casy
decision. After ail, this was the product that first
brought owr company to natonal attention and
widesproad customer acceptance. Also, | Know
froMm many complimentary customer a-mals
and replies to eanler posts, as weall as from my
personal experence as a proud owner of tha
PH-450, that our CUsStmens Nave amways
applauded Its price, compact design, durability.
and al-weather usabliity. As one of you put It,
“Wihy Klll @ popular product that has worked so
well for 20 years?"

Recent Posts:
Intermationa

CFEFO anmouncas
retirerment.

SMNUINCas the
discontnustlom of
ihe PH-450

PowerHouss opens
newy retall outlets n
Sydney. Ausiralla
amd Doimnedin, MNew
Fedland

Intermationa
Dy ANSmics, SE

SWISS HOoIme
Products COodminaE iy,

PowerHouses goeas
1 mit e Sitho sl




Writing Routine Business Correspondence

8- Routine Correspondence: A Final Word:

In today’s global marketplace, you can expect to write the types of
correspondence discussed in this chapter as a regular and vital part of your
job. They are quick, brief, to-the-point, and informal, the workhorses of the
business world. Always remember, though, that they are professional
business communications that represent your company and should portray
you as a proficient and ethical employee. As this chapter has stressed, to
write successful memos, faxes, e-mails, IMs, and company blogs, follow
these essential guidelines:
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(1) Plan your correspondence—don’t just write and click.

(2) Politely address your reader’s questions and problems.

(3) Make sure your information is accurate and up-to-date.

(4) Adhere to your company security/privacy rules.

(5) Proofread for spelling, grammar, punctuation, style, and tone.
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