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Planning Planning 
Business MessagesBusiness Messages
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Business MessagesBusiness Messages

The ThreeThe Three--Step ProcessStep Process

PlanningPlanning CompletingCompletingWritingWriting
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Analyze Situation

Gather Information

Select Medium

Get Organized

Revise

Produce

Proofread

Distribute

Adapt to 
the Audience

Compose
the Message

Optimize Your TimeOptimize Your Time

Planning MessagesPlanning Messages
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Writing Messages Writing Messages 

Completing MessagesCompleting Messages
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Analyze the SituationAnalyze the Situation

Define YourDefine Your
PurposePurpose
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PurposePurpose

Profile YourProfile Your
AudienceAudience

Define Your PurposeDefine Your Purpose

SpecificSpecificSpecificSpecificGeneralGeneralGeneralGeneral

InformationInformationInformationInformation OutcomesOutcomesOutcomesOutcomes
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PersuasionPersuasionPersuasionPersuasion

CollaborationCollaborationCollaborationCollaboration

Timing and RealismTiming and RealismTiming and RealismTiming and Realism

AcceptabilityAcceptabilityAcceptabilityAcceptability

InformationInformationInformationInformation OutcomesOutcomesOutcomesOutcomes

Profile Your AudienceProfile Your Audience

Primary MembersPrimary Members
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Size and locationSize and location

CompositionComposition
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Profile Your AudienceProfile Your Audience

Knowledge LevelKnowledge Level
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ExpectationsExpectations

Probable ReactionProbable Reaction

Gather InformationGather Information

Informal MethodsInformal Methods
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ViewpointsViewpoints
of Othersof Others

CompanyCompany
DocumentsDocuments
and Reportsand Reports

Supervisors,Supervisors,
Colleagues,Colleagues,

and Customersand Customers

AudienceAudience
InputInput

Provide InformationProvide Information

AccurateAccurate
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EthicalEthical

PertinentPertinent
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Selecting the MediumSelecting the Medium

Oral MediaOral Media

W itt M diW itt M di
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Visual MediaVisual Media

Electronic MediaElectronic Media

Written MediaWritten Media

Oral CommunicationOral Communication

• Conversations

• Interviews
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• Speeches

• Presentations

• Meetings 

Analysis of Oral MediaAnalysis of Oral Media

Advantages Disadvantages
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•Limited participation

•May not be permanent

•Reduced control

•No editing or revision

•Immediate feedback

•Ease of interaction

•Rich non-verbal cues

•Emotional content
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Written CommunicationWritten Communication

Memos
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Reports

Proposals

Letters

Analysis of Written MediaAnalysis of Written Media

Advantages Disadvantages
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•Delayed feedback

•Few nonverbal cues

•Distribution issues

•Preparation time

•Planning and control

•Permanent record

•Audience reach

•Minimal distortion

ChartsCharts

Visual CommunicationVisual Communication
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GraphsGraphs

DiagramsDiagrams
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Analysis of Visual MediaAnalysis of Visual Media

Advantages Disadvantages
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•Ease communication

•Reduce complexity

•Expedite understanding

•Assist the audience

•Artistic skills

•Preparation time

•Technical requirements

•Transmitting and storing 

Electronic CommunicationElectronic Communication

Oral MediaOral Media
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Written Media Written Media 

Visual MediaVisual Media

Analysis of Electronic MediaAnalysis of Electronic Media

Advantages Disadvantages
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•Delivery speed

•Audience reach

•Multimedia formats

•Accessibility/openness

•Easy to overuse

•Security threats

•Privacy concerns

•Productivity issues 
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Choosing the Right MediaChoosing the Right Media

LeanerLeanerRicherRicher
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Custom Reports, Memos,Custom Reports, Memos,
Letters, Email, IM,Letters, Email, IM,

Wikis, Blogs, PodcastsWikis, Blogs, Podcasts
Standard Reports,Standard Reports,
Static Webpages, Static Webpages, 

Mass Media, PostersMass Media, Posters

Telephone,Telephone,
Teleconferences,Teleconferences,

VideosVideos

FaceFace--toto--Face,Face,
Multimedia,Multimedia,

Virtual RealityVirtual Reality

A Continuum of Media Richness

Choosing the Right MediaChoosing the Right Media

MessageMessage
FormalityFormality

MediaMedia
LimitationsLimitations
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SenderSender
IntentionsIntentions

UrgencyUrgency
and Costand Cost

AudienceAudience
PreferencesPreferences

yy

Organizing InformationOrganizing Information

Get to the PointGet to the Point

OO
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Omit Irrelevant IdeasOmit Irrelevant Ideas

Use Logical GroupingsUse Logical Groupings

Include Necessary DataInclude Necessary Data
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Importance of OrganizationImportance of Organization

Promote ProductivityPromote Productivity
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Increase AcceptanceIncrease Acceptance

Save Audience TimeSave Audience Time

Boost UnderstandingBoost Understanding

Define Topic and Main IdeaDefine Topic and Main Idea

General 
Purpose Specific Purpose Topic Main Idea

Teach customer service 
department how to file To Inform Insurance Proper filing of claims 
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department how to file 
insurance claims.

To Inform

To Persuade

To Collaborate

Claims

R&D Funding

Incentive Pay

saves time and money.

Competitors outspend us on 
research and development.

Linking wages to profits
motivates workers.

Convince managers to 
increase spending on 

research and development.

Solicit ideas for incentive
plan that ties wages to profits.

GeneratingGenerating
IdeasIdeas

BrainstormingBrainstorming

Mind MappingMind Mapping

Storyteller’s TourStoryteller’s Tour
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yy

Journalistic ApproachJournalistic Approach

QuestionQuestion--Answer ChainAnswer Chain
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Number ofNumber of
Main IdeasMain Ideas

Time andTime and
SpaceSpace

LimitingLimiting
Th STh S
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AudienceAudience
AttitudeAttitude

Depth ofDepth of
ResearchResearch

The ScopeThe Scope

Sequencing MessagesSequencing Messages

Direct Approach
(Deductive)

Indirect Approach
(Inductive)
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Audience Reaction

Message Length

Message Type

Choosing the ApproachChoosing the Approach

Audience
Reaction

Message
O i

Eager/Interested/
Pleased/Neutral Displeased Uninterested/Unwilling

Main idea, good 
  t Neutral buffer statement Attention-getting

t t t/ ti

© Prentice Hall, 2008 Excellence in Business Communication, 8e Chapter 4 - 27

Opening

Message
Body

Message
Closing

news, or request

Necessary details

Cordial comment or
statement about 

specific action

Neutral buffer statement

Reasons/justification,
bad news, positive

suggestion 

Cordial close

statement/question

Arousing interest,
building desire

Request for action
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Outlining ContentOutlining Content

I. First Major Part
A. First subpoint

B. Second subpoint

1.0 First Major Part
1.1 First subpoint

1.2 Second subpoint

AlphanumericAlphanumeric DecimalDecimal

© Prentice Hall, 2008 Excellence in Business Communication, 8e Chapter 4 - 28

1. Evidence

2. Evidence

C. Third subpoint

II. Second Major Point
A. First subpoint

B. Second subpoint

1.2.1 Evidence

1.2.2 Evidence 

1.3 Third subpoint

2.0 Second Major Point
2.1 First subpoint

2.2 Second subpoint

Organization Chart OutlinesOrganization Chart Outlines

The Main Idea

I  M j  P i t II  M j  P i t III  M j  P i t
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I. Major Point II. Major Point III. Major Point

A. Evidence

B. Evidence

C. Evidence

A. Evidence

B. Evidence

C. Evidence

A. Evidence

B. Evidence

C. Evidence

Basic Message StructureBasic Message Structure

State Main IdeaState Main Idea
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State Major PointsState Major Points

Provide EvidenceProvide Evidence


