Chapter 4

Planning Business Messages

Multiple Choice

1. The three primary steps involved in preparing a business message are 


a. planning, writing, and completing.


b. informing, persuading, and collaborating.


c. defining the purpose, the main idea, and the topic.


d. satisfying the audience's informational, motivational, and practical 

   needs.

ANSWER: a; DIFFICULTY: easy; PAGE: 94; TYPE: concept

2. The stage of the preparation process during which you step back to see whether     

    you have expressed your ideas adequately is the 


a. planning stage.


b. writing stage.


c. completing stage.


d. feedback stage.

ANSWER: c; DIFFICULTY: moderate; PAGE: 94; TYPE: concept

3. Which of the following is not a general purpose common to business 

     communication? 


a. to inform


b. to persuade


c. to negotiate


d. to collaborate

ANSWER: c; DIFFICULTY: moderate; PAGE: 96; TYPE: concept

4. An example of a specific purpose for a business message would be 


a. to impart information to the audience.


b. to inform employees about the new vacation policy.


c. to persuade readers to take an action.


d. to obtain audience participation and collaboration.

ANSWER: b; DIFFICULTY: moderate; PAGE: 96; TYPE: application

5. A message should be deferred or canceled if 


a. your news is bad.


b. someone else wants to deliver it.


c. your audience is highly receptive.


d. the timing is wrong.

ANSWER: d; DIFFICULTY: moderate; PAGE: 96; TYPE: concept

6. Audience analysis is relatively easy when you are communicating with 


a. strangers.


b. co-workers.


c. large groups of people.


d. customers on a mailing list.

ANSWER: b; DIFFICULTY: moderate; PAGE: 96; TYPE: concept

7. The primary audience for your message is made up of 


a. all who receive it.


b. the decision makers or opinion molders.


c. those people with the highest status.


d. those people who represent the opinions and attitudes of the majority.

ANSWER: b; DIFFICULTY: moderate; PAGE: 97; TYPE: concept

8. When preparing a message for a large, diverse audience, you must 


a. include as many visual aids as possible.


b. solicit audience participation.


c. look for the common denominators that tie the group together.


d. do all of the above

ANSWER: c; DIFFICULTY: moderate; PAGE: 97; TYPE: concept

9. You need to provide more information in your message if 


a. you expect a favorable response.


b. you are unsure about the audience's level of understanding.


c. you and your audience share the same general background.


d. all of the above are the case 

ANSWER: b; DIFFICULTY: moderate; PAGE: 97-98; TYPE: concept

10. If you face a skeptical audience, try to 


a. be as straightforward as possible about stating your conclusions and        


   recommendations.


b. avoid stating your conclusions and recommendations.


c. use less evidence in support of your points.


d. introduce your conclusions and recommendations gradually.

ANSWER: d; DIFFICULTY: moderate; PAGE: 98; TYPE: concept

11. Which of the following is not an informal method of gathering information to 

      meet your audience’s needs? 


a. Reading reports and other company documents


b. Chatting with supervisors and colleagues


c. Doing library research


d. Asking your audience for input

ANSWER: a; DIFFICULTY: moderate; PAGE: 98; TYPE: concept

12. A good way to test the thoroughness of your business message is to check it 

      for


a. a main idea.


b. a purpose.


c. the who, what, when, where, why, and how.


d. accuracy.

ANSWER: c; DIFFICULTY: moderate; PAGE: 99; TYPE: concept

13. If you make an honest mistake, such as giving incorrect information, the best 

      thing to do is


a. take no action.


b. blame someone else.


c. contact the primary audience immediately and correct the error.


d. start
 looking for a new job.

ANSWER: c; DIFFICULTY: moderate; PAGE: 100; TYPE: concept

14. When choosing the appropriate channel for your message, you are choosing 

       between 


a. oral vs. written media.


b. personal vs. impersonal media.


c. electronic vs. traditional media.


d. formal vs. informal media.

ANSWER: a; DIFFICULTY: easy; PAGE: 101; TYPE: concept

15. When meeting your audience’s informational needs, you emphasize ideas


a. of greatest interest to the audience.


b. that are uncontroversial.


c. that will have the least impact on the audience.


d. that don’t need supporting evidence.

ANSWER: a; DIFFICULTY: moderate; PAGE: 100; TYPE: concept

16. The richest communication medium is 


a. a phone call.


b. a memo.


c. an e-mail.


d. a face-to-face conversation.

ANSWER: d; DIFFICULTY: moderate; PAGE: 102; TYPE: concept 

17. To emphasize the confidentiality of a message, the most appropriate medium 

       would be


a. fax.


b. memo.


c. meeting.


d. letter.

ANSWER: d; DIFFICULTY: moderate; PAGE: 102; TYPE: concept 

18. Fliers and bulletins are best used for messages that 


a. are routine.


b. are highly emotional.


c. are nonroutine.


d. require feedback.

ANSWER: a; DIFFICULTY: moderate; PAGE: 102; TYPE: concept

19. Which of the following is not an important factor to consider when choosing a 

      medium for your message? 


a. Time (urgency)


b. Cost


c. Gender of the audience


d. Confidentiality

ANSWER: c; DIFFICULTY: moderate; PAGE: 102; TYPE: concept

20. The chief advantage of oral communication is 


a. the ability to plan and control the message.


b. the opportunity to meet an audience's information needs.


c. the ability to transmit highly complex messages.


d. the opportunity for immediate feedback.

ANSWER: d; DIFFICULTY: moderate; PAGE: 103; TYPE: concept

21. A written message is preferable to an oral one when 


a. immediate feedback is desired.


b. the audience is large and geographically dispersed.


c. the message is relatively simple.


d. the information is controversial.

ANSWER: b; DIFFICULTY: moderate; PAGE: 104; TYPE: concept

22. Which of the following formats is most formal?


a. E-mail


b. Memo


c. Phone call


d. All are equal in formality

ANSWER: b; DIFFICULTY: moderate; PAGE: 104; TYPE: concept

23. A good memo 


a. is at least a full page in length.


b. includes a salutation and formal close.


c. uses a formal, businesslike tone.


d. sticks to a single topic.

ANSWER: d; DIFFICULTY: moderate; PAGE: 104; TYPE: concept

24. If you need to send a short, unambiguous message, the best electronic medium 

      would be 


a. videoconferencing.


b. voice mail.


c. videotape.


d. CD-ROM.

ANSWER: b; DIFFICULTY: moderate; PAGE: 105; TYPE: concept

25. When you must reach a dispersed audience personally, which of these 

      channels is most effective?


a. Written channels


b. Oral channels


c. Electronic forms


d. Presentations

ANSWER: c; DIFFICULTY: moderate; PAGE: 105; TYPE: concept

26. One of the drawbacks of using e-mail is 


a. its high cost.


b. its slow speed.


c. its lack of privacy.


d. all of the above

ANSWER: c; DIFFICULTY: easy; PAGE: 106; TYPE: concept

27. Which of the following statements best reflects the "you" attitude? 


a. "You failed to enclose a check for $25."


b. "We need a check from you for $25 so that we can send the 
 
 
   merchandise by May 15."


c. "We will send you the merchandise as soon as we receive your check 

   for $25."


d. "You will have your merchandise by July 15 if you send us your check 
  
   for $25 today."

ANSWER: d; DIFFICULTY: moderate; PAGE: 107-09; TYPE: application

28. It is best not to use the word "you" if 


a. you know your audience well.


b. your organization prefers a more formal style.


c. you are filling your audience's informational needs.


d. you are preparing a persuasive message.

ANSWER: b; DIFFICULTY: moderate; PAGE: 109; TYPE: concept

29. Select the sentence with the best “you” attitude.


a. Because your report was poorly written, we cannot accept it.


b. Your report failed to meet company requirements.


c. When we receive a report that is professional, we can act on your 
 
   recommendations.


d. Once the project includes the necessary estimates, we can proceed with 
   

   the project.

ANSWER: d; DIFFICULTY: difficult; PAGE: 109; TYPE: application

30. Select the sentence with the best positive emphasis.


a. We failed to complete the process audit on time.


b. We will complete the process audit by Friday.


c. We haven’t completed the process audit.


d. Because of Joan’s inaccurate figures on the Haymen project, we are not 


   finished with the process audit.

ANSWER: b; DIFFICULTY: moderate; PAGE: 109-10; TYPE: concept

31. When you are criticizing or correcting, it is best to 


a. focus on what the person can do to improve.


b. emphasize a person's mistakes so that he or she will not make the same 


   mistakes again.


c. be direct and call attention to the person's failures or 


   shortcomings.


d. make the person an example for everyone else to learn from.

ANSWER: a; DIFFICULTY: moderate; PAGE: 109; TYPE: concept

32. The best approach to getting someone to buy a magazine subscription from 

      your charity group would be to say 


a. "Please buy a subscription; our group really needs the money."


b. "If you buy a subscription from me I'll make my quota."


c. "This magazine will keep you informed on issues that affect your daily 

   life."


d. "Our group doesn't get any assistance from government agencies, so 

   these magazine sales are our main source of funding."

ANSWER: c; DIFFICULTY: moderate; PAGE: 110; TYPE: application

33. A euphemism is a word or phrase that is 


a. possibly offensive.


b. general or abstract in meaning.


c. highly technical.


d. a milder term for one with negative connotations.

ANSWER: d; DIFFICULTY: easy; PAGE: 110; TYPE: concept

34. To communicate credibility to your audience, you should


a. impress them with a long list of your accomplishments.


b. be modest and deferential.


c. show that you are confident and that you believe in yourself and in your 


   message.


d. use hedge words ("maybe," "perhaps") to demonstrate your knowledge 

   that no issue is fully cut and dried.

ANSWER: c; DIFFICULTY: moderate; PAGE: 110-11; TYPE: concept

35. You earn respect from your audience by 


a. being brutally frank in your criticisms.


b. flattering them as much as possible.


c. being polite and diplomatic.


d. doing all of the above

ANSWER: c; DIFFICULTY: moderate; PAGE: 112; TYPE: concept

True or False

36. When allocating your time among the three stages of the writing process, you 

       should use about a fourth of the time for planning, half the time for writing, 

       and a quarter of the time for completing.

ANSWER: F; DIFFICULTY: moderate; PAGE: 95; TYPE: concept 

37. The three general purposes of business messages are to inform, to persuade, 

       and to collaborate.

ANSWER: T; DIFFICULTY: moderate; PAGE: 96; TYPE: concept

38. If your message is intended strictly to inform, you control the message and 

       need little interaction with your audience.

ANSWER: T; DIFFICULTY: moderate; PAGE: 96; TYPE: concept

39. If the general purpose of your message is to persuade, you will have little 

      control over your message but will have a maximum of audience interaction. 

ANSWER: F; DIFFICULTY: difficult; PAGE: 96; TYPE: concept

40. Collaborative messages are high in audience participation but low in 

      communicator control. 

ANSWER: T; DIFFICULTY: moderate; PAGE: 96; TYPE: concept

41. There is no point in sending a message if its purpose is not realistic.

ANSWER: T; DIFFICULTY: easy; PAGE: 96; TYPE: concept

42. Once you have established your purpose, it's best to consider whether it is 

      worth pursuing at this time. 

ANSWER: T; DIFFICULTY: moderate; PAGE: 96; TYPE: concept

43. No matter how you feel personally about a situation, your communication 

      should reflect your organization’s priorities.

ANSWER: T; DIFFICULTY: moderate; PAGE: 96; TYPE: concept

44. The best person to deliver a message is always the one who prepared it.

ANSWER: F; DIFFICULTY: moderate; PAGE: 96; TYPE: concept

45. When analyzing your audience, you should focus on the decision makers or 

       opinion molders. 

ANSWER: T; DIFFICULTY: moderate; PAGE: 97; TYPE: concept

46. Large and small audiences behave in much the same ways.

ANSWER: F; DIFFICULTY: moderate; PAGE: 97; TYPE: concept

47. If you expect your audience to be skeptical, you will need to provide more 

      proof and introduce your conclusions and recommendations more gradually. 

ANSWER: T; DIFFICULTY: moderate; PAGE: 98; TYPE: concept

48. One informal method for learning more about your audience’s information 

      needs is to actually ask them for input. 

ANSWER: T; DIFFICULTY: moderate; PAGE: 98; TYPE: concept

49. When you get a vague request for information, the best way to handle it is to 

      provide all the information you can and allow the audience to pick and 

      choose what is useful to them.

ANSWER: F; DIFFICULTY: moderate; PAGE: 99; TYPE: concept

50. Good communicators include only the information that their audience has 

      specifically requested. 

ANSWER: F; DIFFICULTY: moderate; PAGE: 99; TYPE: concept

51. A helpful way to test the thoroughness of your message is to use the

      journalistic approach: asking yourself whether you have covered the who, 

      what, where, when, why, and how. 

ANSWER: T; DIFFICULTY: moderate; PAGE: 99; TYPE: concept

52. Accuracy of information is less important in business communication than in 

      other types of communication. 

ANSWER: F; DIFFICULTY: moderate; PAGE: 99-100; TYPE: concept

53. Messages can be unethical simply because certain details have not been 

      included. 

ANSWER: T; DIFFICULTY: moderate; PAGE: 100; TYPE: concept

54. If you provide inaccurate information in a business message, the best course

      of action is to say nothing and hope that no one notices.

ANSWER: F; DIFFICULTY: moderate; PAGE: 100; TYPE: concept

55. In any kind of business communication, it's best to emphasize the points that

      you think will be especially interesting to your audience. 

ANSWER: T; DIFFICULTY: moderate; PAGE: 100; TYPE: concept

56. If you don’t know who your audience will be, there’s no point in trying to 

      guess what would be of interest to them. 

ANSWER: F; DIFFICULTY: moderate; PAGE: 100; TYPE: concept

57. The channel and medium you choose for a message will influence your tone and style for that message. 

ANSWER: T; DIFFICULTY: moderate; PAGE: 101; TYPE: concept

58. Media richness refers to the relative costs of advertising in the various mass 

      media. 

ANSWER: F; DIFFICULTY: moderate; PAGE: 102; TYPE: concept

59. Face-to-face communication is the richest medium.

ANSWER: T; DIFFICULTY: moderate; PAGE: 102; TYPE: concept 

60. If you want to emphasize the confidentiality of a message, the preferred 

      medium would be a fax or a memo. 

ANSWER: F; DIFFICULTY: moderate; PAGE: 102; TYPE: concept

61. Time is not really a significant consideration when you are selecting a 

      medium for your message.

ANSWER: F; DIFFICULTY: easy; PAGE: 102; TYPE: concept

62. The main advantage of written communication is that the writer has an

      opportunity to plan and control the message.

ANSWER: T; DIFFICULTY: moderate; PAGE: 104; TYPE: concept

63. Teleconferencing is a particularly good medium for negotiation.

ANSWER: F; DIFFICULTY: moderate; PAGE: 105; TYPE: concept

64. Instant messaging not only allows people to carry on real-time, one-on-one 

      conversations online but also allows for archiving and retrieval of the 

      messages at a later time.

ANSWER: F; DIFFICULTY: moderate; PAGE: 105-06; TYPE: concept 

65. The biggest drawback to e-mail is that it is underutilized. 

ANSWER: F; DIFFICULTY: moderate; PAGE: 106; TYPE: concept

66. Businesses are actually suffering losses as a result of reduced productivity 

      from employees surfing the web during business hours.

ANSWER: F; DIFFICULTY: easy; PAGE: 106; TYPE: concept

67. The "you" attitude should be avoided when you are assigning blame for a 

      problem. 

ANSWER: T; DIFFICULTY: moderate; PAGE: 109; TYPE: concept

68. Always avoid using euphemisms, because they are inherently dishonest.

ANSWER: F; DIFFICULTY: moderate; PAGE: 110; TYPE: concept 

69. Being too modest can reduce your credibility with your audience. 

ANSWER: T; DIFFICULTY: moderate; PAGE: 111; TYPE: concept

70. In general, you need to use more tact and diplomacy in oral communication 

      than in written communication. 

ANSWER: F; DIFFICULTY: moderate; PAGE: 112; TYPE: concept

Fill-in-the-Blank
71. During the ____________________ stage of the composition process, you 

      define your purpose, analyze your audience, and select the channel and 

      medium for the message. 

ANSWER: planning; DIFFICULTY: easy; PAGE: 94; TYPE: concept

72. The first step in the planning phase is to define your ____________________.

ANSWER: purpose; DIFFICULTY: moderate; PAGE: 96; TYPE: concept

73. The three general purposes of business messages are to inform, to persuade, or 

       to ____________________ with the audience. 

ANSWER: collaborate; DIFFICULTY: moderate; PAGE: 96; TYPE: concept

74. In addition to having a general purpose, each business message has a (an) 

      ____________________ purpose. 

ANSWER: specific; DIFFICULTY: moderate; PAGE: 96; TYPE: concept

75. During the planning phase you need to analyze your ____________________, 

      including its size and composition, existing knowledge about the subject, and 

      probable reaction to your message. 

ANSWER: audience; DIFFICULTY: moderate; PAGE: 96-97; TYPE: concept

76. A good way to test the thoroughness of your message is to use the 

      ____________________ approach and ask whether the message answers who, 

      what, when, where, why, and how. 

ANSWER: journalistic; DIFFICULTY: moderate; PAGE: 99; TYPE: concept

77. Media ____________________ is the value of a medium in a given 

      communication situation. 

ANSWER: richness; DIFFICULTY: easy; PAGE: 102; TYPE: concept

78. Factors you should consider in choosing a communication channel and 

      ____________________ include formality, confidentiality, feedback, time, 

      and cost. 

ANSWER: medium; DIFFICULTY: moderate; PAGE: 102; TYPE: concept

79. Telephone calls, meetings, videoconferences, and speeches are all types of 

       ____________________ communication. 

ANSWER: oral; DIFFICULTY: moderate; PAGE: 103; TYPE: concept

80. Using the Internet, you can send someone a message that immediately appears 

      on his or her computer screen via ____________________ 

      ____________________. 

ANSWER: instant messaging; DIFFICULTY: moderate; PAGE: 105-06; TYPE: concept

81. Using a (an) ____________________ attitude allows you to establish 

      empathy with your audience.

ANSWER: you; DIFFICULTY: moderate; PAGE: 107-08; TYPE: concept 

82. Instead of using harsh, unpleasant terms, use mild words, or 

      ____________________. 

ANSWER: euphemisms; DIFFICULTY: moderate; PAGE: 110; TYPE: concept

83. If your audience is unfamiliar with you, you need to devote the initial part of 

      your message to establishing ____________________. 

ANSWER: credibility; DIFFICULTY: moderate; PAGE: 110; TYPE: concept

84. To avoid embarrassing blunders in language related to gender, race, ethnicity, 

      age, or disability, use ____________________ language. 

ANSWER: bias-free; DIFFICULTY: moderate; PAGE: 112; TYPE: concept

85. When you communicate with people outside your organization, you need to 

       be sure to project the right ____________________ for your company. 

ANSWER: image; DIFFICULTY: moderate; PAGE: 115; TYPE: concept

Short Answer

86. List four questions that can help you test the purpose of your message.

ANSWER: (1) Is my purpose realistic? (2) Is this the right time? (3) Is the right person delivering the message? (4) Is my purpose acceptable to the organization?

DIFFICULTY: difficult; PAGE: 96; TYPE: concept

87. Describe at least three of the steps involved in developing an audience profile.

ANSWER: Developing an audience profile involves identifying your primary audience and determining its size and composition. It also requires gauging your audience’s level of understanding, considering their expectations and preferences, and estimating their probable reaction to your message.

DIFFICULTY: moderate; PAGE: 97-98; TYPE: concept 

88. Discuss at least two ways to satisfy your audience’s information needs.

ANSWER: Identify your primary audience: Who are the key people; how many are there? What are their key concerns? Consider how the audience members think, learn, and what style they expect. Do your best to project your audience’s expectations and preferences. Estimate your audience’s probable reaction.

DIFFICULTY: difficult; PAGE: 97-98; TYPE: concept

89. How can the journalistic approach help you to include all required information 

      in you business messages?

ANSWER: The journalistic approach enables you to check the thoroughness of your message by seeing whether your message answers who, what, when, where, why, and how.

DIFFICULTY: moderate; PAGE 99; TYPE: concept

90. Briefly define media richness, and provide at least one example of a rich 

      medium and a lean medium.

ANSWER: Media richness is the value of a communication medium in a given situation. It is determined by a medium’s ability to convey a message by means of more than one informational cue, facilitate feedback, and establish personal focus. Face-to-face conversation is the richest medium, while unaddressed documents such as fliers are very lean.

DIFFICULTY: moderate; PAGE: 102; TYPE: concept

91. Describe at least two disadvantages of using e-mail for business messages.

ANSWER: Despite the openness and convenience of e-mail, it is not without problems. This medium helps companies get input from a wider variety of people, but often creates tension and interpersonal conflict in the process. People also tend to overuse it, leading to message overload. E-mail also lacks privacy and is so popular that it can diminish employees’ productivity.

DIFFICULTY: difficult; PAGE: 106; TYPE: concept

92. Briefly outline things you need to know in order to develop a good 

      relationship with your audience.

ANSWER: You should think carefully about who you are and who your audience is. Then do your best to be yourself. Show the “you” attitude, emphasize the positive, establish your credibility, be polite, use bias-free language, and project the company’s image.

DIFFICULTY: difficult; PAGE: 107; TYPE: concept

93. You are scheduled to discuss a negative performance evaluation with one of 

      your employees. How can you use the “you” attitude during your 

      conversation?

ANSWER: In cases like this, using the “you” attitude requires emphasizing what the person can do to improve, rather than hammering on his or her mistakes and shortcomings. Emphasizing the positive is more likely to yield the results you want.

DIFFICULTY: moderate; PAGE: 109; TYPE: application 

94. Define bias-free language.

ANSWER: Bias-free language avoids unethical, embarrassing blunders in language related to gender, race, ethnicity, age and disability. 

DIFFICULTY: moderate; PAGE: 112; TYPE: concept

95. List at least two types of bias-free language and explain how to avoid each 

      type.

ANSWER: (1) Gender bias: Avoid sexist language by using the same label for everyone—police officer instead of policeman. (2) Racial and ethnic bias: Avoid language that suggests that members of a racial or ethnic group have stereotypical characteristics. (3) Age bias: Mention the age of a person only when it is relevant. (4) Disability bias: Avoid mentioning a disability unless it is pertinent. Put the person first.

DIFFICULTY: difficult; PAGE: 114-15; TYPE: concept 
Essay

96. Describe at least three characteristics of effective business messages.

ANSWER: Effective business messages are purposeful, audience-centered, and concise. They provide information, solve a problem, or request the resources necessary to accomplish a goal. They help audiences understand issues, collaborate on tasks, or take action. They consider the audience’s needs, background, and viewpoint. Every message should be as concise as possible.

DIFFICULTY: difficult; PAGE: 94; TYPE: concept

97. Describe the three-step writing process.

ANSWER: The three-step writing process includes planning, writing, and completing the business message. Planning includes clarifying the purpose, analyzing the audience, and adapting your message. Writing the message includes organizing your ideas and composing your first draft. Completing the business message involves reviewing the content and organization for overall style, structure, and readability.

DIFFICULTY: moderate; PAGE: 94; TYPE: concept

98. Explain how to use the “you” attitude when writing messages.

ANSWER: Emphasize the positive. Stress what is or will be instead of what isn’t or won’t be. Point out what’s in it for the audience rather than focusing on why you want them to do something. Establish your credibility. Show that you understand the audience’s situation. Call attention to the things you have in common. Avoid exaggerating your claims; be confident. Be polite. Express yourself with kindness and tact. Use bias-free language, and project the company’s image.

DIFFICULTY: difficult; PAGE: 107-09; TYPE: concept 

99. Define “you” attitude and give at least two specific examples of how you can 

      incorporate that rhetorical strategy into your business messages.

ANSWER: A “you” attitude is speaking and writing in terms of your audience’s wishes, interests, hopes, and preferences. Use you and yours instead of I, me, mine, we, us, and ours. Also, accomplish the “you” attitude by being sincere and thinking like the audience. Imagine how the person receiving the message feels.

DIFFICULTY: difficult; PAGE: 107-09; TYPE: application

100. Define credibility, then describe at least three strategies for enhancing your 

        credibility in business messages.

ANSWER: Credibility is based on how reliable you are and how much trust you evoke in others. One technique for establishing your credibility is to call attention to what you have in common with your audience. Other strategies include explaining your credentials, mentioning the name of someone your audience trusts or views as an authority, and providing ample evidence to support what you say.

DIFFICULTY: difficult; PAGE: 110-11; TYPE: concept

PAGE  
53

