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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.

Bcl yad A ay ¥l S sall & aal
Ayl AU aie ) geaall Chlaliial
Al

Leale Tadlaty Ll all

las 540 ) g B (3ua S - 54
das ol ALIKT GLos) 488 (aang
Al

T e 2 L
Al ) QA

ites Rl s
Jsanal cailgll e ¢f jall



MIDOCEAI

UNIVERSITY'

Adapting to Your Audience: Being
ol Sensitive to Audience Needs

23l clalial sle) e 1d ) sgen a2 il




(‘

Lecture

MIDOCEA

UNIVERSITY

04

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:

oseeal) (o 3EOAN Jal sill o ggda i

Jsdate (pe ALK g Chaadl) ) el (e ga g

"l (a8 ge i liSay <5 siuse ol e
Jie cilallhias Jlasul

UAJHJ "L._'A"J ||ui||

:"Cﬂj"j n

<l

llmu}

~N




(‘

USING THE “YOU” ATTITUDE
Lecture dﬂébﬁ‘ gﬁ Sl .\.. ujlu\ a <

MIDOCEA

USNEIFYV EBR S 1T Y

04

Also, be aware that the “you” attitude

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.

il e ca aladi wl o) () L) 4l

Dl aladiul o yae Ao iy Y el
s olaial Jlelaly a¥) 31aiy o B2 s
Db a2 a8 agilaliialy alaial g Ll
g banl gdaiia 83 5 YO "cul" Calladll
pedslie Jalati 5 g gan () o el

idall

LA

~N




1
USING THE “YOU” ATTITUDE HilEs® Ay

Lecture  EETORIRAT & el G gluad aadiad
e 04 N

0 If you're writing to a retailer, try to think like a I8 “i)ad gl ) iSi @uis 2 a
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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.
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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.

~N

e SE Ml o glal aladi ) eli jlaa oL

e Ol g gAY CEEN (i e sle ]

GOl e e (Bl Juw e cOlal@l) (o s
aloSh 3ol Y dald aal g Gadd Gl jlas) ) )

Aadiill e Y g iiag




(‘

USING THE “YOU” ATTITUDE

MIDOCEA

USNEIFYV EBR S 1T Y

Lecture dﬂébﬁ‘ gﬁ Sl .\.. ujlu\ a <

04

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 e 3elud s &) geand Ll yial sauall clli€iy) el

foster a more successful environment for communication  J=all 353y Jalsi A e Wl HiST Jeal 93 450 A0S

by minimizing negative emotional reactions: ST
Instead of This 134 e Y

Once again, you’ve managed to bring down the website  <lisa  carun (5 SSIY) &8 gall Ciandl 281 (5 5a0 5 5

through your incompetent programming. RIS
Write This RY Y

Let’s review the last website update to explore ways to — <lLiSiny 5 yiKIY) a8 gall Cuaad HAT aal i Lised

improve the process. Aleall Cppuad Ja
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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.
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During your career, you will have many occasions in

which you need to communicate bad news. However,
there is a big difference between delivering negative
news and being negative. When the tone of your
message is negative, you put unnecessary strain on
business relationships. Never try to hide negative news,
but always be on the lookout for positive points that will

foster a good relationship with your audience:
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Instead of This
It is impossible to repair your laptop today.
Write This

Your computer can be ready by Tuesday. Would
you like a loaner until then?

Instead of This

We wasted $300,000 advertising in that
magazine.

Write This

Our $300,000 advertising investment did not
pay off; let’s analyze the experience and apply
\ the insights to future campaigns.
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\
If you find it necessary to criticize or correct, «zaaaill sl a&ill3 )5 ya Caan g 1)
don’t dwell on the other person’s mistakes. .,aY) gasdll elhdf _lo 38 5
Avoid referring to failures, problems, or JSLiall o eyl ) s HLaY) Caias
shortcomings. Focus instead on what the <l = Yoy 385 sadll aagl
audience members can do to improve the (pwaildalzd jsgaall 4Sala I
situation: Lo sl
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Instead of This 1 e Y
The problem with this department is a failure to sl Java 8 Jldll e andl) e 4SS
control costs.
Write This A is)
The performance of this department can be Ly gca anis P& e adll 138 elal Cpuad Sy
improved with tighter cost controls. i<l
Instead of This 1 e Y
You failed to provide all the necessary information Al LS 3 L 3O e slaall g 385
on the previous screen.
Write This A is)
Please review the items marked in red so that we  _ia ;s UL dabadll palinl) daal po o

\_ can process your order as quickly as possible. OSae G g &}J & 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) (u€ati ¢ joS aa ]
think and what we believe, and biased language may ALYl i haaill 5 all s jpaiall 45l &5 5 ad,
well perpetuate the underlying stereotypes and ¥ «dlld e s0le Leliad il 4 5alSl 46y ual

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

To establish a good relationship with your audience, oal edai o cany ¢l ) sgan pe 32a A8le oL
you must also appear to be fair. Good communicators  s_bad (sl o shal gall Jiy Caaidl jelag
make every effort to avoid biased language. Bias can =il il o (Say 3 maiall 45 il aaaga
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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 s (=R EY) apad Qiad | g ualnll jaadll
identifying people by race or ethnic el sda Cuil 13 W) 8 jall LoVl ol (3 2l
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the matter at hand—and it rarely is. FEIRLS
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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  <lwSadal il g gaall jlgh) o) ,Fawall O

integrity will earn you the respect of your Al ) aa Ladla | g88h a1 o As ) sean ol jial

audiences, even if they don’t always . Lol

agree with or welcome your messages.

O Objectivity. Show that you can o= alai¥) e elijng ; hl de gdagall O
distance  yourself from emotional Avall) (ol g area ) il g dpdhalal) () sall

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 PUPDVER IR JEi k| JE SN IR B9
members know that you understand

what’s important to them.

O Endorsements. An endorsement is a  uedd s dlie Ll gl & A4S el 31l O
statement on your behalf by someone owaS ) sean e J s

who is accepted by your audience as

\ an expert. y
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 Credentials, knowledge, and expertise.

Audiences need to know that you have
whatever it takes to back up your message,
whether it’s education, professional
certification, special training, past
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.

SJJM)&JJJM:\A;N\&_}\SJ.&M?LMM

= agea GaSal ) gy o A d e
s1a (e o 328 5y peall 038 oo Aal) Jusl 5l
Sy llamal (5S35 ) g Al g5l
e A 9 Ll i) Jaal i) b

i) @l 6 glal g duas il &bl )

~N




MIDOCEA

UNIVERSITY

Lecture

Adapting to Your Audience:
Controlling Your Style and Tone

Qi i g ol glu) B aSadl) 1l ) ggan aa il



(‘

Lecture

Al 9 Bl s L)

CREATING A CONVERSATIONAL TONE

MIDOCEA

UNIVERSITYl

04

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
complicated

clichéd expressions, and overly

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 @

get irritated by know-it-alls who like to preach or  {sas e~ JS 48 e (e dy (Al (aladV) e
brag. If you need to remind your audience of ¢, sean 5SY ) dalay i€ 13 alall ) Jac )
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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.
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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

right words for every situation and using them
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
sends the signal that you care about the quality of
your work, you understand the material you are
writing about, and you are sensitive to your

audience’s information needs.
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In addition to using words correctly, successful

writers and speakers take care to use the most
effective words and phrases. Selecting and using
words effectively is often more challenging than
using words correctly because doing so is a
matter of judgment and experience. Careful
writers continue to work at their craft to find

words that communicate with power.
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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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0 Choose strong, precise words. Choose words sl S jidl d&dag 4,68 cilals 540 O

that express your thoughts clearly and cluii Ciaag i) d8as 7 s s & S8l oo
specifically. If you find yourself using a lot of (d «cay all g Gliall e K3 aadts
adjectives and adverbs, you're probably trying slew¥l Ge (g gaill Jglad el Jainkll
to compensate for weak nouns and verbs. el glo Jsdll ddm il Jlady
Saying that sales plummeted is stronger and (- dulled ST (5580 als Gy Cuzaddl|
more efficient than saying sales dropped sl JaS JSiy Cradail clagall ol J 8

dramatically or sales experienced a dramatic Jola Laalaas) chag s
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(] Choose familiar words. You'll

communicate best with words that are
familiar to both you and your readers.
Efforts to improve a situation certainly
can be ameliorative, but saying they are

helpful is more effective.
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L 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

effective sentences is the next step in
creating powerful messages. Start by
selecting the best type of sentence to

communicate each point you want to make.
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Sentences come in four basic varieties: Sy cddari tdulad g 8l da ) ) Jeall s

Lecture

simple, compound, complex, and . 31820 — 4K ja g (BAIrag
compound-complex.

[ A simple sentence has one main clause aa) g Ay Alen e ddacad) Adaad) il (O

(a single subject and a single predicate), s A4 s ¢(aaly Jrdgaaly Jeld)
although it may be expanded by nouns A8 zalig d Js2iaS yila g elauf A8 zaly
and pronouns that serve as objects of Aot Gl le

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.
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O The independent clauses in a compound sentence are

always separated by a comma or by a semicolon (in

which case the conjunction is dropped).

1 A complex sentence expresses one main thought (the
independent clause) and one or more subordinate,
related thoughts (dependent clauses that cannot stand
alone as valid sentences). Independent and dependent

clauses are usually separated by a comma.
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O A compound-complex sentence  (m-ilen (3 Badmal) 4o sal) dlagd) (o< (]

has two main clauses, at least one e J8Y) o laalaa) (5 siad (i )
of which contains a subordinate Axld dlaa

clause.
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(d One obvious adaptation to make for audiences using

mobile devices is to modify the design and layout of
your messages to fit smaller screen sizes and different
user interface features. However, modifying your

approach to writing is also an important step.

O Reading is more difficult on small screens, and
consequently users’ ability to comprehend what they
read on mobile devices is lower than it is on larger

screens.
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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:
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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.
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e Prioritize information. Small screens 3 s—all G 3LA) il gleall cloglgl iy @
make it difficult for readers to scan the e Hstalliag Al méaie) ydll e i
page to find the information they want Gl aia | 58T Lgsaling il Gl slaadll
most. Prioritize the information based on g (agilalial He 48 2 L Lo el Sl slasll
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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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