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Communication in the workplace is generally done for practical
purposes. The goal is to effectively convey information to an
audience that needs it. Workplace writing differs from writing
done in an educational or socia! context. In the workplace, writing
is often considered a legal document, and writing will frequently
be archived or retained for several years. These writings can be
referenced in the future if legal complications arise.
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Workplace writing should always focus on the reader. What
does the reader need to know?
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Writing should effectively convey the precise information that
the reader is seeking. If the. writing is an attempt to persuade
the reader, then the writer must consider what will persuade the
reader most. For example, a work team may be writing a proposal
to install new production machinery in a factory. Different readers
in the company will want different information from this proposal.
A well-written document will consider every potential reader and
give the information that each reader is seeking.
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Effective Workplace Writing
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Workplace writing must be persuasive and usable to all
potential readers. For a document to be efficient, it must be easily
understood by the intended audience. A document that is hard to
understand is not usable and not effective writing. Highly-usable
writing should help readers quickly locate, easily understand, and

use the information to complete their task.
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Persuasive writing will convince readers that the information is
accurate and should be followed. All workplace writing will need to
convince the reader that the information is credible. For example,
a reader may be considering several different proposals, and the
chosen proposal is likely to be the one that is most persuasive.
If writing is not persuasive, then it wili likely not be followed, and
the entire writing effort will have been wasted.
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How Writers and Readers Interact
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Writers and readers interact in unique ways. In all cases,
writing is a one-way flow of information. Therefore, writers should
consider and include all of their readers’ needs. Every reader may
be different, and an effective writer must anticipate what will be
most useful to the audience. Additionally, the world is extremely
diverse by any account. Some readers may be more relaxed
or harder to offend than others. For this reason, writers need
to learn to be conscientious in their writing to ensure they won't
discourage or offend one of their readers. If a reader is offended.,
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any decision made will likely not be made in the writers favor.
Effective writing eliminates unnecessary pieces of information
and ensures a concise document.
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Different readers may construe different meanings from the
same words. The meaning may be shaped by a user's previous
experience, culture, or even a user's state of mind and each
reader will construct a meaning based on the context of the
writing and their previous experiences. This is the subject of the
second chapter.
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Professional writing is/as rhetorical  \
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Professional writing is connected to the concept of rhetoric.
Rhetoric focuses on informing or persuading an audience,
and a successful professional writer is able to create interest
in their audience. Moreover, this is combined with the aspects
of the professional world which is typically done within a
professional atmosphere, be it a workplace or as freelance work,
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created by someone who has knowledge and skills at writing
and comprehends the wide range of requirements needed to
successfully create the pieces being compased.
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One of the main principles of rhetoric, when applied to the

work of professional writers, is the art of effective communication
and creating authoritative arguments.
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Nearly all professions require written documents; in other
words,all staff members produce written documentation of their
work. Whether it be a fast food chain looking for additional web
development, a law firm editing legal documents, or perhaps
even a musical venue looking for someone to create flyers and
posters on a regular basis; a professional writer can fit into any
organization. Professional writers are specifically valuable in the
workplace for their many talents including communication skills,
creativity, technological proficiency, and other social skills.

sl g an eah el .L._M; 12
i Wi N I o )

&



o8 Out ) 1) BT calsd eaid
dath P 805 I )
How Does Colleae Writing o
Differ from Workplace Writing?
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Just as college writing is specific to your mission as you earn
your academic degree, workplace writing is specific to the
needs of your job. Most of the time, however, the specific format
and content of workplace writing have already been established
by others. You may use templates, or documents already set up
with the correct format and subject headings. As a writer, your
role may be one of information gatherer, and, in some instances,
you may never write an entire document on your own.
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One of the major differences between workplace writing and
college writing is reflected in the expectations of those who assign
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the writing. In the workplace, the emphasis is on producing a written
product. In college writing, the emphasis is on writing to think, writing
to learn, and writing to demonstrate learning. Far example, at work,
you may be expected to write a memo to employees to explain a
procedural change. In a college assignment, you may be expected
to understand the process of creating a memo, to clearly explain the
new policy, and to demonstrate reader-centered writing technigues
in writing the memo.
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Your workplace writing may also differ from college writing in
the number of abstract ideas it contains and in the ways that you
as a writer are expected to work with them. in general, workplace
writing conveys information and is predetermined in purpose
and form, whereas academic writing shows knowledge and
understanding of both content and process. Workplace writing
tends to be pragmatic, oriented toward completing a work-
related task, whereas college writing enables you to explore new
avenues of thought.
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Although the expectations differ, both the workplace and
college offer you many opportunities to write to different audiences
and to adopt different styles depending on your assignments. As
a manager in business and as a college student, for example,
you may write letters, memaos, performance evaluations, status
reports, financial reviews, feasibility studies, proposals, and
many other types of documents. However, you may never write
anything in the workplace like the thesis you write to complete
your master of business administration degree.
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When writing a document for your superiors at work, it's not
uncommon to want to try to impress. Unfortunately, most people
calibrate “impressive” at such ridiculous levels that they end up

turning over text that look and sound strange, either using vocabulary
that's out place or containing too many flowery words.
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In truth, everyone (especially busy professionals) appreciate
straightforward, well-written text. Leave the big words to the

15“-._‘



academe, as there’s no need to pull it out of your bag of tricks. In
fact, most people at your place of work will probably need to
consult a dictionary in order to understand what many of them
mean - a serious time-waster that could be easily avoided.
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Similarly, flowery language that attempts to dress up your text
is an irritation, more than anything else. When | am reading a
business document, | want facts to fly off the page when | skim
through it, with every other statement simply serving to clear
them up, not expound on them pointiessly.
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Basically, when you're writing for business, focus all your text on

key facts. Any statement not directly stating an important statistic
should serve to explain it in as succinct a way as possible.
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What makes a business document impressive is how fast it
can deliver the all-important facts, all while being complete and
extremely readable. That is what you should strive for. The

third chapter discusses briefly the awareness of rhetorical and
presuasive writing in workplace.
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Effective Writing For the Workplace
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Effective writing in the workplace is an essential skill. The rules
are basically the same for any type of writing, however there
are some special issues which arise in the business context.

Knowing the elements of good business writing can make or
break a career.
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If you write well, you can thrive in any workplace. If you do not,
you may spend too much time and energy hiding that weakness.
You may fail to persuade your customers to buy your product or
idea. You may struggle to clarify your thinking for your colleagues
or supervisors. You may find yourself dreading writing days,
almost as much as you dread the days when you hear back from
your readers. Your organization may suffer as a result. The fourth
chapter provides you with practical group of tips to improve the
quality of your documents and the efficiency of your writing.
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Your Audience Analysis .
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For most technical writers in workplaces, audience analysis is
the most important step in planning a target document. In order
for a writer's final product to be fully successful, the piece must be
aimed toward the intended audience--its knowledge, its opinions, its
needs, and its wants. The question then, is how do you determine
the knowledge, opinions, needs, and wants of your target audience?

These instructions will help you analyze your audience and develop
a strategy to target your writing to your audience.

The Steps: cf)\,hg-\ ,,.-’\".

<Ll joRaa Judad aaji &yl
Know the definition of audience analysis:
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determining the important characteristics of an audience in order to
chose the best style, format and information/arguments when writing
or speaking. Understanding the identity, personality and characteristics
brought to a situation by the specific type of audience.
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Know the purpose of audience analysis:
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Hawng knowledge of a specific audience allows the writer or
speaker to understand the social situation in which he or she
writes. It allows the writer to come up with a strategy to adapt
arguments to best suit an audience. Conducting audience
analysis informs a speaker or writer about the people he or she is
talking to. This is important because based on what is found out
in the audience analysis a writer/speaker can adjust his work to
relate to an audience in the best way possible. It allows a writer/
speaker to be able to succeed in their goal of writing or speaking
whatever that may be. If a speaker/writer wants to persuade,
inform, motivate, excite, scare, warn or cheer up an audience,
then analyzing those people to which he/she is talking can allow
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them to pick the best words, stories, tone, style and delivery to
use when writing or talking to that specific group of people.

Analysis/Understanding: paslt Judaidl
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Defining the background of the audience aids the writer in
determining what information is already understood and what
information needs to be included. More information may need to
be included so that the audience can understand and reach the
conclusion that your document intends.

Types of Audiences paabaall E‘Q-il
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One of the first things to do when you analyze an audience

is to identify its type (or types — it's rarely just one type). The

common division of audiences into categories is as follows:
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Experts: These are the people who know the theory and the

product inside and out. They designed it, they tested it

they know everything about it. Often, they have advanced

degrees and operate in academic settings or in research and
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development areas of the government and business worlds.
The nonspecialist reader is least likely to understand what
these people are saying-but also has the least reason to try.
More often, the communication challenge faced by the expert
is communicating to the technician and the executive.
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Technicians: These are the people who build, cperate, maintain,
and repair the stuff that the experts design and theorize about.
Theirs is a highly technical knowledge as well, but of a more
practical nature.
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Executives: These are the people who make business, economic,
administrative, legal, governmental, political decisions on the
stuff that the experts and technicians work with. If it's a new
product, they decide whether to produce and market it. If it's
a new power technology, they decide whether the city should
implement it. Executives are likely to have as little technical
knowledge about the subject as nonspecialists.
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Nonspecialists: These readers have the least technical
knowledge of all. Their interest may be as practical as
technicians', but in a different way. They want to use the new
product to accomplish their tasks; they want to understand the
new power technology enough to know whether to vote for
or against it in the upcoming bond election. Or, they may just
be curious about a specific technical matter and want to learn

about it—but for no specific, practical reason.

Your Audience Analysis Process _Ilq.ﬁ.na Judod adas
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It's important to determine which of the four categories just
discussed the potential readers of your document belong to, but
that's not the end of it. Audiences, regardless of category, must also
be analyzed in terms of characteristics such as the following:
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Background-knowledge, experience, training: One of your
most important concerns is just how much knowledge,
experience, or training you can expect in your readers. If you
expect some of your readers to lack certain background, do
you automatically supply it in your document? Consider an
example: imagine you're writing a guide to using a software
product that runs under Microsoft Windows. How much can
you expect your readers to know about Windows? If some are
likely to know little about Windows, should you provide that
information? If you say no, then you run the risk of customers’
getting frustrated with your product. If you say yes to adding
background information on Windows, you increase your work
effort and add to the page count of the document {and thus to
the cost). Obviously, there’s no easy answer to this question—
part of the answer may involve just how small a segment of
the audience needs that background information.
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Needs and interests: To plan your document, you need to know
what your audience is going to expect from that document.
Imagine how readers will want to use your document; what will
they demand from it. For example, imagine you are writing a
manual on how to use a new microwave oven—what are your
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readers going to expectto find in it? Imagine you're under contract
to write a background report on global warming for a national
real estate association—what do they want to read about; and,
equally important, what do they not want to read about?
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Other demographic characteristics: And of course there are
many other characteristics about your readers that might
have an influence on how you should design and write your
document-for example, age groups, type of residence, area of
residence, sex, political preferences, and sc on.

Audience analysis can get complicated by at least three other
factors: mixed audience types for one document, wide variability
within audience, and unknown audiences.

v 38T M dmge 50530 5 iS5 O Jatsell (e o1y ssgen e LS
2oty (Dpuidg o) i) Dpaid 318l oy a3 JELY L e sgen
S Al S Lal a3 o i §dadd 130a - ((ga2083) Oguots!
3 - (agylalt puloma (ye 1203) Lgagds O wliady pamlen JS plaind
Leige (3950 cagan S0 ypgamel] Aiold 5 )gum @ud 8§ 3G o) pulaied
Ol ol hgen dodid alud¥l Cilasudy (gbiall G5 ey audeindy o
5 | s 08y e Hgad i

More than one audience: You're likely to find that your report is

for more than one audience. For example, it may be seen by

technical people (experts and technicians) and administrative
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people (executives). What to do? You can either write all
the sections so that all the audiences of your document can
understand them (good luck!). Or you can write each section
strictly for the audience that would be interested in it, then
use headings and section introductions to alert your audience
about where to go and what to stay out of in your report.
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Wide variability in an audience: You may realize that, although
you have an audience that fits into only one category, there
is a wide variability in its background. This is a tough one-if
you write to the lowest common denominator of reader, you're
likely to end up with a cumbersome, tedious book-like thing
that will turn off the maijority of readers. But if you don't write
to that lowest level, you lose that segment of your readers.
What to do? Most writers go for the majority of readers and
sacrifice that minority that needs more help. Others put the
supplemental information in appendixes or insert ¢ross-
references to beginners’ books.
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What about technical writers and their product users?
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Essentially, there are only two things that technical writers
need ask themselves during the audience-analysis phase;
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1- What does the user know about the thing 1 am writing about?
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2-What does the user want to know about the thing | am writing
about?
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[ think that, even if you were to analyze your audience for the
next twenty-five years, you could not accurately figure cut what
the audience already knows.
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So, how can you write stunning documentation when you
don't know anything about the user? Basically, you can assume
that some of your users are supreme experis in the technology.
some of them are complete greenhorns, and everyone else falls
somewhere in between. The trick is to write for the greenhorn
without offending the expert.
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You have all seen documents that use so many very technical
words and acronyms that your head aches after the first paragraph.
Then there are documents. That can make you feel sick to your
stomach. Without firm methods or policy; weak or indecisive. Their
expressions can be categorized as too concerned with free feelings
and emotions, ratherthan facts or actions. Neither ofthese documents
has much respect for the audience. One offends the greenhorn, and
the other offends both the greenhorn and the expent.
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What the User Wants to Know?
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Most users want to know:

-what the product does? Sl Jady 3Le-
-how ta install it? F4uS 5 @ al-
-how to configure it? Sl ja ] Ugs @ 8-
-how to use it? Sasiing as-
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-how to respond to alarms and notifications?

-how to maintain the product? Sl Al <0y cas-
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Of course, this list might not cover all of the information required
by a particular project, but wherever you work as a technical writer,
you will always have happy customers if you provide them with
documents that contain the information listed above. Note that you
do not have to provide users with relevant background information
about your particular industry. For example, if you are writing the
documentation for a product that is based on a Synchronous Optical
Network, you do not have to tell users how SONET works.
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Your documentation can be provided in a single book or in a

series of books. Typical chapter/book titles are, in this order:

Product Description il Caiog ]
Installation Guide ol all fuda - 2
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Configuration Guide or Provisioning Guide
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- User Guide or System Administration Guide
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Alarms and Notifications or Alarm-Clearing Procedures
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Routine Maintenance Procedures
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Just assume that your users are knowledgeable about
everything except the product you are writing about. Then tell
them everything about it.
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Rhetoric in the style of

professional Writing
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In the last twenty years, two important ideas have developed
that help professionals compose effective workplace writing:

NSRS
-Rhetoricatl awareness
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-User-centered design (also known as the reader-centered
approach).
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-This idea has been discussed in the first chapter.
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Definition of professional rhetoric in writing:
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- The study and practice of effective communication.
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<The study of the effects of texts on audiences.
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J-The art of persuasion.
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+-An insincere eloguence intended te win points and manipulate
others.
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One of the experts states that rhetorical discourse occurs In

response to a rhetorical situation. The expert provides three key

components that define and make-up any rhetorical situation:
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Exigence: “"An imperfection marked by urgency; it is a defect,
an obstacle, something waiting to be done, a thing which is
other than it should be.” There are many different kinds of
exigencies, but a rhetorical one exists when discourse can
positively modify it.
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Audience: an “audience consists only of those persons who
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are capable of being influenced by discourse and of being
mediators of change.”
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A set of constraints: "made up of persons, events, objects and

relations which are parts of the situation because they have

the power to constrain decision and action needed to modify
the exigence.”
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Once we recognize these three elements that make up the

rhetorical situation, the expert says that rhetorical discourse can
come into play.
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The idea of rhetorical awareness for workplace writing includes
the following concepts:
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Workplace writing is persuasive. For example, when a writer

composes a résumeé, the persuasive goal is to get a job

interview. Similarly, a report writer may need to persuade a

client to take action to improve work conditions ensuring
employee safety and timely production
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Workplace writing, since it's persuasive, must consider the
rhetorical situation:
Slgalaal a8l aabell Jolim 131 1o ,al)
Purpose: why the document is being written, the goals of the
document.
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Audience: who will read the document, includes shadow
readers-unintended audiences who might read your work.

i) ol Aa8a1l (39,300 g (il i lall Ll
Stakeholders: who may be affected by the document or
project.
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Context: the background of and situation in which the
document is created.
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Through rhetorical awareness, professional communication
has shifted from a genre-based approach, which focused on
learning and reproducing forms or templates of documents, to
thinking about the goals and situations surrounding the need
to write. While professional writing still uses reports, white
papers, etc., authors should approach these texts considering
the rhetorical situation rather than considering documents as
isolated work.
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What Is Style? Qg 42 Lo
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“The most durable thing in writing is style”
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The way in which something is said, done, expressed, or
performed: a style of speech and writing. Narrowly interpreted as
those figures that ornament discourse; broadly, as representing

a manifestation of the person speaking or writing. All figures of
speech fall within the domain of style.
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But what does it mean to write «with style»? s style a quality

that writers can add or remove as they please? Is it, perhaps,

a gift that only some writers happen to be blessed with? Can a

style ever be good or bad, correct or incorrect--or is it more a

matter of taste? Is style a kind of spice that's added to a piece of
writing--or is it instead an essential ingredient of the writing?
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Here, are some of the diverse ways in which professional
writers have responded to these questions:
Style is Practical ot __,91_,“1‘“
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"“Who cares what a man’s style is, so it is intelligible, as
intelligible as his thought. Literally and really, the style is no more
than, the pen he writes with; and it is not worth scraping and
polishing, and gilding, unless it will write his thoughts the better
for it. It is something for use, and not to lock at.”
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«People think that | can teach them style. What stuff it all is!
Have something to say, and say it as clearly as you can. That is
the only secret of style.»
Style 1s the Dress of Thoughts ISaild elay _,q_L,uiJ\
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“Style is the dress of thoughts; and let them be ever so just,
if your style is homely, coarse, and vulgar, they will appear to as
much disadvantage.”
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Style Is Who and What We Are
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“The style is the man himself.”
LS 2ia i bl o1 iy o L3 o] sk 353 M et
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“You do not create a style. You work, and develop yourself;
your style is an emanation from your own being.”

Style Is Point of View o adaq gl
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“Style is the perfection of a point of view.”
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“Style is as much under the words as in the words. It is as
much the soul as it is the flesh of a work."

Style Is Craftsmanship s i plass U
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“Proper words in proper places, make the true definition of

style.”
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“The style of an author should be the image of his mind, but
the choice and command of language is the fruit of exercise.”

Style s Substance o —ordaall
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“To me style is just the outside of content, and content the

inside of style, like the outside and the inside of the human body.
Both go together, they can't be separated.”
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“Thought and speech are inseparable from each other. Matter

and expression are parts of one; style is a thinking out into
language.”
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___ Principles of Rhetoric ~ \

Rhetorical Context oo Ul §laud]
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Subject — ldentifies the topic about which you are writing.
ol S bS8 g i) e = gt
Audience — Indicates the person or persons to whom you are
writing.
LS i el LIl il e RIS =
Purpose — Signals your expectations for the outcome of your
writing.
B e o 5201 a1 gl dsasdl juas — 1t
Occasion — Marks the event or impulse which has prompted
you to write.
Jyemnll 365 () i cllay B Jasdl 3,303 Gl 8 JEU Joas e
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For example, in a business setting, you may be calfled on to

write a grant for new computers for your office, in which case,
your rhetorical context may read as follows:
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Subject — necessity of acquiring new computers for the
office.

el s guslal = s aeal
Audience —administrators of grant monies.
Al Jgal clillacy oo oW 13 O = a1
Purpose — to persuade administrators to give you grant
money.
CSU alalod Aa3de jué ol igenelll e IS gt = 2l
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Occasion — office computers are inadequate for current office
needs.
Logical Fallacies cidainadl ollodieall
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Logical fallacies are just what their name would suggest-
breaks in logic. When you wark to create an argument, you need
to make sure that you use logic correctly. Doing so will improve
your credibility as a writer and will give your readers a compelling
reason to support your argument. While you will encounter
countless logical fallacies in your daily life and through variocus

media, be sure to confront them for what they are: weak rhetoric.
As arguments, these reasons may seem compelling at first, but
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they break down over time because of their inherent faultiness.
So, when you are writing, be sure to avoid the following fallacies
in your own logic:
e BanLgn (o Wy padeiill il Ol (ya (pased!
Disparaging the character of a person rather than attacking his
argument.
ER PTG 2. 5L X T 0 TP o PPN [Ty |
Suggesting that everyone is doing it, so why shouldn't you.
.’)L_da oyliels .J.ui}b La ) 0y palg e le W 1,55
Restating the ciaim and passing it off as evidence.
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Suggesting that only two choices (Either-or) exist in a complex
sifuation.
a8 Agbice st o LEMVERIC Le 13t Gl 318 Gha g Jea)
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Assuming without sufficient proof that if objects or processes are

similar in some ways, then they are similar in other ways as
well.
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Hasty generalization - Making a broad claim made on the basis
of a few occurrences.
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Linking a person, or idea, to a negative symbol.
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Tying together two unrelated ideas-using irrelevant proof to
butiress a claim.
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Oversimplification - Reducing multiple causes to just one or a
few.

B Ml 3 yiag b el LT e Lgasading cile Lol g Cidlsll 3 2aLA
Exaggerating positions and groups by representing them as
extreme and divisive.
i 830e a5 suma 855 53 D A LY Ol ol !
Assuming that things that follow in time have a causal
relationship.
alin @il WLl dduacntl ol peaiilty Slaelt M cqlll — il
Agaatl ol
Rationalization - Coming up with excuses or weak explanations
for behavior that avoids actual causes.
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Assuming that if the first step is taken, other steps come,
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Basic (4):
Workplace writing tips
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Recently a professional acquaintance said to me, "Schools
teach us how to write creative essays and novels, but they don't
teach us how to write for the workplace.” Unfortunately, this
observation is true for many professionals who find themselves
ill prepared to compose workplace documents
sl e elinelud Jle¥ J5les 8 LGS @bli;ly milal L Led
Jeintl B8 JHME e il Jlac
Here are business writing tips guaranteed to help you to do
better business through better writing.
Be assertive and forthright byaiibang Lajls yS
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Be assertive and forthright in your business writing. Customers
and prospects become distrustful of evasive writers.
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Business letters Jasdl spila alillas
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Keep your business letters concise, factual, and focused. Try
to never exceed one page — generally 350 to 450 words. '
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Avoid gender bias:

P23
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Avoid gender-biased nouns and pronouns in your business
writing. It is more appropriate and ‘politically correct’ to use
gender-neutral words instead. For example: Replace “chairman”
with “chairperson”; use “humanity” instead of “mankind”; write "he/
she” instead of “he" when referring to both genders, or change

to plural form "they”. Gender-neutral nouns and pronouns make
everyone feel included.
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Avoid using “weasel” words
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Avoid using “weasel” words such as “seems”, “perhaps”,
“apparently”, “usually”, in your business writing. They give the
impression of your being insecure or insincere. For example: It
seems that perhaps we may be able to have our meeting on Monday’
may better be written as: ‘We will have our meeting on Monday'.

aszilgq dunduy Josd! apila alilsa oS gl e sl
Keep husiness letters formal and factual
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Keep the tone and content of your business letters formal and
factual. Feelings and emotions have no place in business letters.
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Avoid use of jargon and buzzwords
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Avoid use of jargon (highly specialized technical writing) or

buzzwords (words used primarily to impress laypersons) in your

business writing. They only prevent your message from getting
across as most people do not understand them.

—alall cllazdl aliips
Correspondence with foreign clients
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Business correspondence with foreign clients needs a great
deal of care. Not everyone speaks the same language, so express
yourself in short, simple, and concise terms.

Jozdl plgs o wlisll oo agall S
Fonts in business writing
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Avoid fancy fonts in your business writing. They may look
innovative, but also give an unprofessional look.
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Emphasis in academic writing
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In academic writing, emphasis is expressed only through

words. ltalics, boldface, all-capitals or other devices cause the
writing to appear flashy or loud.
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Make your proposals persuasive
o potinianl S Cilonllaica 8 LS 0p0ii Ratie B350l Juo
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Make your proposals persuasive by presenting your evidence

in quantifiable terms. Make good use of statistics and published
results.

Selecting the right tone aasauan | angdl jlaial
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Select the right tone in your business correspondence. How
you write something is just as important as what you write in
order to get the right message across. The tone in writing is how
you “talk” to the reader. Inappropriate tone may put the reader
off and have the opposite effect to what your intention was. For
example:
i ® bl cciallin el v hualh 8 i Vi i3ty
“We have implemented a change in the policy and you are

"

requiredto .......
bl Bl i &l 5 VW oy ,3 03 slaeW) LB ddee ks S,
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“Taking certain points into consideration, the Management has
decided to make changes in the policy. it is, therefore, requested
that you ....."
Radlll 28 Jasd 1B s Loyl 1S 5 a8 L uan) I Bleadl 53
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The first sentence sounds authoritative, as if an order is
being given. This tone may cause the reader to either ignore the
message, or close the deal off altogether. Obviously this is not
the intention, but the tone is giving that effect. On the other hand,
if the second approach is taken, the reader will take your request
seriously.
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One Writer to Another \
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Professional writers have much to tell us about the writing
process, from overcoming writer's block to revising and editing.
Let's see what advice we can pick up from the pros.
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Ten Quick Tips to Improve Your Writing
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Whether we're composing a blog or a business letter, an e-mail
or an essay, aur goal should be to respond clearly and directly
to the needs and interests of our readers. These ten tips should

help us to improve our writing whenever we set out to inform or
persuade.
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1-Lead with your main idea.
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As a general rule, state the main idea of a paragraph in the first
sentence--the topic sentence. Don't keep your readers guessing.
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2-Vary the length of your sentences.
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in general, use short sentences to emphasize ideas. Use
longer sentences to explain, define, or illustrate ideas.
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3-Put key words and ideas at the beginning or end of
a sentence.
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Don't bury a main point in the middle of a long sentence. To

emphasize key words, place them at the beginning or (better yet)
at the end.
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4-Vary sentence types and structures.
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Vary sentence types by including occasicnal questions

and commands. Vary sentence structures by biending simple,
compound, and complex sentences.

5-Use active verbs poltal) auiin Ylesl paddunl o 5
. [14 b} T .. e .
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Don't overwork the passive voice or forms of the verb “to be.”

Instead, use active verbs in the active voice.
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6-Use specific nouns and verbs.
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To convey your message clearly and keep your readers

engaged, use concrete and specific words that show what you
mean.

7-Cut the clutter soall aasa, 7
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When revising your work, eliminate unnecessary words.
il aauas st Jle cguay 151 8
B-Read aloud when you revise.
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When revising, you may hear problems (of tone, emphasis,
word choice, and syntax) that you can't see. So listen up!
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9-Actively edit and proofread.
OS5 A e illes mdeaD Losde (e mkujomuwwx
ASLgUl Elis g o uS Leuie Aaladt Gl Hlaia ¥l Lo\ L2 1 L._al
It's easy to overlook errors when merely looking over your

work. So be on the lookout for common trouble spots when
studying your final draft.
10-Use a dictionary ity | g | sal paaiil -
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When proofreading, don't trust your spell checker: it can tell
you only if a word is a word, not if it's the right word.

liulis wlaslg alisit ga slasll
The Write Attitude and Your Writing Goals
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Let's be honest: how do you feel about having to write? Do
you tend to view a writing project as a challenge or as a chore?
Or is it merely a dull duty, one that you have no strong feelings
about at all?
als UK gond I jged e a0 il o0 Wl L daladl IS Loge
A 385 o et 3l Bagandl e uSlasg s

Whatever your attitude may be, one thing is certain: how you feel
about writing both affects and reflects how well you can write.
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You might be wondering, «What can | do if | don't especially

enjoy writing? Is there any way | can change the way | feel about
having to write?»
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«Yes,» is the simple answer. Certainly you can change your
attitude--and you will, as you gain more experience as a writer.
You get the point. As you begin working to become a better writer,
you will find that your attitude toward writing improves along with
the quality of your work. So enjoy! And start writing.
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Writing Suggestion: Defining Your Goals
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Spend some time thinking about why you would like to
improve your writing skills: how you might benefit, personally and
professionally, by becoming a more confident and competent
writer. Then, on a sheet of paper or at ydur computer, explain to

yourself why and how you plan to achieve the goal of becoming
a better writer.
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Once we've made the decision to work to improve our writing,
we need to think about exactly what we will be working on. In
other words, we need to consider how we handle the various
steps involved in the whole process of writing: from discovering

ideas for a topic, through successive drafts, to a final revision
and proofreading.
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Proofreading and reviewing the
typographical frials
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Writing quality can help to determine whether a grant
review committee recommends a proposal for funding. In a
job application, writing guality can help to determine whether a
selection committee invites the applicant to an interview. The
strength of report writing can determine whether a submission
to an audience accepted outright, accepted with minor revision,
accepted with major revision, or rejected outright.
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Proofreading o
~ Ine typogranhical trials
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Proofreading is primarily about searching your writing for
errors, both grammatical and typographical, before submitting

your paper or report for an audience. Use this resource to heip
you find and fix common errors.
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Though everyone has a unique proofreading process, there are
some general strategies that can be helpful to most writers. Begin

improving your proofreading skills by trying out the guidelines
listed below.

General Strategies doen 2| b i
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Take a break! Allow yourself sometime between writing and
proofing. Even a five-minute break is productive because it
will help you get some distance from what you have written.
The goal is to return with a fresh eye and mind.
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Leave yourself enough time. Since many errors are made by
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speeding through writing and proofreading, you should take
your time 1o look over your writing carefully. This will help you
to catch errors you might otherwise miss. Always read through
your writing slowly. If you read at a normal speed, you won't
give your eyes sufficient time to spot errors.

LS S 3,3 e wtlamdn Sl cugea 3350 36,3 . Jle cigua, |31
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Read aloud. Reading a paper aloud encourages you to read

every little word.
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Role-play. While reading, put yourself in your audience’s shoes.
Playing the role of the reader encourages you to see the paper
(report} as your audience might.
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Get others involved. Asking a friend or a Writing Lab tutor to read
your paper will let you get another perspective on your writing
and a fresh reader will be able to help you catch mistakes that
you might have overlooked.
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Personalizing Proofreading
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in addition to following the general guidelines above,
individualizing your proofreading process to your needs will help
you proofread more efficiently and effectively. You won't be able
to check for everything (and you don't have to), so you should
find out what your typical problem areas are and iook for each
type of error individually. Here's how:
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Find out what errors you typically make. Review instructors’
comments about your writing and/or review your paper with a
Writing Lab tutor.
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Learn how to fix those errors. Talk with your instructor and/or with
a Writing Lab tutor. The instructor and the tutor can help you
understand why you make the errors you do so that you can
learn to avoid them.
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Use specific strategies. Use the strategies detailed on the

following pages to find and correct your particular errors in
usage. sentence structure, and spelling and punctuation.

Finding Common Errors aaladl cUsa il Lateiss]
Lo capul Lamtic alggan 8T 035 1 Sy B ldall ol e
Lot . alimn s ladl dass 358 JSI 006<0 Cagun 40l (ye @l 1 e e s
e Llall Lot s’ i iSO (e 53801 ugh O (S ke guinga Lo

53 .B\.,uﬂ 3o o3 otmagd tangll nsd
o Sy Spaamuy W o B L




5550 b lals 53 e ia te ol dlkad LTI SN
oo o3 Waelis agu — 5),S%0 5 9um Leat o L3l ellaa ¥ dapday
et B 81 3. LS Buebulall ¢ Uan Y1 pum s
Proofreading can be much easier when you know what you are
iooking for. Although everyone will have different error patterns,
the following are issues that come up for many writers. When
proofreading your paper, be on the lookout for these errors. Always
remember to make note of what errors you make frequently—this
will help you proofread more efficiently in the future!

Spelling ctaad|
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Do NOT rely on your computer's spelicheck-it will not get
everything!
Examine each word in the paper individually by reading carefully.

Moving a pencil under each line of text helps you to see each
word.
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If necessary, check a dictionary to see that each word is spelled
correctly.

Left-out and doubled words _LsJSUl aazluas gl &)
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Reading the paper aloud (and slowly) can help you make sure
you haven't missed or repeated any words.
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Commas: Quick Rules e puacies alislall Sk
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The comma is a valuable, useful punctuation device because it

separates the structural elements of sentences into manageable

segments. The rules provided here are those found in traditional

handbooks; however, in certain rhetorical contexts and for specific

purposes, these rules may be broken.
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The following is a short guide to get you started using commas.
This resource also includes sections with more detailed rules and
examples.

Quick Guide to Commas  glolall olla J| gups auage
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Use commas to separate independent clauses when they are

joined by any of these seven coordinating conjunctions; and,
but, for, or, nor, so, yet.

—
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Use commas after introductory a) clauses, b) phrases, or c)
words that come before the main clause.

ad () 26l Jea (1) IDga¥ @hlie wie Alalall c¥ls pakill 2

5 5 E_mul A s il




oz le epeall el Jand g dasng 8 Aaolil] (po Lng) gl 3
pdial el e B & pagr ot il Ll L des 4ud 1 2al5
o8 5 Alalng . LaBgs 3,38 Al M 5L dasall LB sty ol
Bl Algd M el 2yl
-Use a pair of commas in the middle of a sentence to set off
clauses, phrases, and words that are not essential to the
meaning of the sentence. Use one comma before to indicate
the beginning of the pause and one at the end to indicate the
end of the pause.
Faotaalt a2l ot clan¥! S 3150 Y Alalall oWl il 4
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FR |
..Use commas to set off all geographical names, items in dates
(except the month and day), addresses (except the street
number and name), and titles in names.
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5- Use a comma to shift between the main discourse and a
quotation.
el Al e g g LG Y ¥ latiad 1l 355 il nie Alolall auninl 6
6- Use commas wherever necessary to prevent possible confusion
or misreading.
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Remember that editing isn'tjust about errors. You want to polish
your sentences at this point, making them smooth, interesting,
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and clear. Watch for very long sentences, since they may be less
clear than shorter, more direct sentences. Pay attention {o the
rhythm of your writing; try to use sentences of varying lengths
and patterns. Look for unnecessary phrases, repetition, and
awkward spots.

SVl ilgs By8 o sudict) >

.

Revision in Business Writing X
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Few writers are so talented that they can express themselves
clearly and effectively in a rough draft. For short, routine business
communications, you may be able to write quite easily with little or
no revision. However, for most business writing—especially longer,
more complex letters and reports—you should expect to revise,

sometimes substantially, to insure that you've said exactly what you
meant {o say in a manner that the reader will understand.
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Remember: An ineffective message is a waste of everyone's
time.

Revision Provides a Service for Your Reader
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If you are always satisfied to send out the first draft of your
letter or report, you are not serving your reader well. Not only are
you asking a high payment in terms of your reader’s time and
attention and running the risk that the reader may misinterpret
or be confused by what you have to say, but you are also risking
your reader’s low opinion: careless, hasty, unrevised writing is
always apparent.
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Revision Requires a Shift in Your Perspective
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To revise effectively, you must first distance yourself from
your writing so that you can respond objectively. In other words,
you need to shift your perspective by assuming the role of the

reader. To accomplish this, you should get away from the paper
for a while, usually leaving it until the following morning. You may
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not be able to budget your time this ideally; but you can put the
paper aside while you visit a friend, grab a bite to eat, or work on
something else. Unless you divorce yourself from the paper, you
will probably remain under its spell: that is, you will see only what
you think is on the page instead of what is actually there. And you
will be unable to transport yourself from your role of writer to that
of reader.
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Such objective distance may at first seem difficult to achieve;
however, the following questions should help you to systematize
the revision stage of your letter and report writing and enable you

to keep your reader in mind as you determine appropriate detail,
language, tone, organization, and mechanical correciness.
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Detail: Deciding What to Include
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1-What does my reader want or need to know to enable him or
her to understand my message?
ALLAN o 55 LaslaT it 5l 8 e 50,5 ol allas o ol
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Does my letter/report answer all the questions my reader has
asked or questions he or she may have in mind?

S peril /sl 138 LS (o puin i ga La 3
What is my purpose in writing this letter/report?
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Does my letter/report give all the information needed to
accomplish this purpose?
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What purpose does this communication serve for my reader?
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Have | included ONLY the material essential to my reader’s

purpose and understanding? Or am | boring or distracting my
reader with unessential and/or obvious information?

S0 9l ollan 5613 (e gy Lanie 5510 alad o gl 3la 7
What do | want my reader to do when he or she finishes reading
my ietter or report?
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Have | included all the information he or she will need to enable
my reader to easily take this action or make this decision?
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Producing a Professional Report
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Success as a business person can be difficult to achieve

and very easy to lose. Many elements contribute to success.
The primary elements include experience, appearance, and
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reputation. Experience and appearance are easy to define and
develop. A competent professional reputation is much harder to
define and achieve. One aspect of your reputation thatis frequently
overlooked is the quality of the reports and other documents you
use to report your activities. A few words of praise are quickly
forgotten—a poorly written report will be around to haunt the writer
for a long time. Producing a professional quality written report is
critical to success.

QaliSiuii geg <hic )ladl dpupid Joau lals
What does your report tell the reader about you and
your company?
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What and how you write is a primary indicator of your
professionalism. It tells many tales that are not explicit in
writing.
Jagas Sy il HLEYIS Bl (40 0 gl 8 Liyes 30 (IS 131
-If your report is sloppy in appearance, you're lazy and careless.
oS i O Ln3ls IS V31
-If it's incomplete, you're incompetent.
O 3 S B3 e v cils Bl Bsil e gy A e (ggimy IS 131~
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-If it contains poor English or grammar, you're not too smart.
Al i byl Y cile Al gl B2 52 LS le g IS 131-
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-If it contains misspelled words, you don't know how to use spell-
check.
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If you are content to allow the above "tales” to be part of your
reputation, you will fail as a business person. By following a few
suggestions, your written reports can do much to enhance your
professionalism and business success.
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What can your reports be used for?
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The primary purpose of any report is to provide the reader with
factual information concerning a project or problem area. There
are many other uses for your report;, some of which may not be
evident at the outset. Once the report is finalized, it cannot be
retrieved for correction or alteration—the final report is “final.”
Aial! gl ASUat Al Sile o (B LIS o 535 i o) (Sasm
-Your report can be used as evidence in a criminal or civil court
proceeding.
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-The information in your report can be used to impeach your

reputation and the validity of the information, both within the
corporate structure and the court system.
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-Your report becomes a permanent part of “your record.” Good
reports are easily forgotten but bad reports will remain a part
of “your record” for many years.
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-A professional quality report will demonstrate your abilities,
not only to the original recipient but to everyone who has
an opportunity to see your report. This is a prime marketing
strategy and may lead to future referrals.
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-It is critical to remember that anything you write will be subject to
critical review and may end up in front of a jury or arbitrator.
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There is indeed a difference between creative writing, as taught
in traditional English classes, and workplace writing, as practiced
in business and government. This article highlights a number of

prewriting, writing, and design techniques many people have
found useful in creating workplace documents.
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Research consistently shows that writing generated from an
outline is superior to writing without an outline. Unfortunately,
many people avoid outlining because they think it takes too long
or doesn't really serve them well. An outlining approach | often
use overcomes both of these concerns: it is quick and it works
very well. It starts with details and works upward to the category

level, rather than starting from the categories and working down
to the details.
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To complete this type of bottom-up outline, draw two vertical
lines down a page, dividing the page into three equal columns.
In the first column, do a quick brain dump. Think of all the wha,

what. why, when, where, and how information you need to
communicate to the audience, and write these as a vertical list
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on the page. Don't worry about sequence or wording issues at
this point; just list the information as it enters your mind.
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Next, examine the items in the first column, and create a few
categories into which the first-column items could be placed. To
keep the structure simple, try not to exceed about five categories.

List the categories in the second column, and draw a line from
each first-column item to its related second-column category.

Jio all ol Judel 1551 o A bl (3) (I gadll s
Lolanil JoVls Lelinyt AW auaal 30 LLeW i)l Juuded
Aas lyad oW ) Lyl /Bumgull gl o/ il /RIS
TERTSF RN B
in the third column, arrange the categories into some sort
of meaningful sequence, such as chronological, most-to-least
important, high to low, aiphabetic, problem/solution, symptom/

cause, or recommendation/justification. You now have an outline
for the body of your document.
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Next comes the actual writing, the most time-consuming part
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of the process. Many people find an OABC framework helpful
in this process. OABC stands for opening, agenda, body, and
closing.
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Opening. Write an appropriate opening that helps the audience
connect with the content of the document. As a general rule, give
the gist of the message in the first sentence or two. This “top-
down” approach gives the main idea first, with supporting detail
coming after. This is the reverse of the bottom-up process used
in creating the outline. Bottom-up processing is fine for problem
solving, but top-down processing is preferred for communicating
results to an audience.
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Agenda. Following the opening comments, insert an agenda,
or preview, that indicates what is to follow. Most people include
an opening, a body, and a closing in their documents, but too few
include an agenda. or preview, between the opening and the body.
Three different types of agendas are used most often. A quantifying
agenda tells how many sections are in the body. Example: "The
following three expense categories need immediate attention.” An
identifying agenda labels the sections of the body. Example: “The
City of Xxxx’s basic financial statements include government-wide
financial statements, fund financial statements, and notes to the
financial statements.” An organizing agenda tells how the body
sections are structured. Example: “The next segment discusses the
city's net assets, from largest to smallest.”
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Bady. In the body, fulfill the promise made in the agenda,
writing one or more paragraphs about each of the items referred
to in the agenda. Good body paragraphs include five major
attributes that can be remembered with the acronym CLOUD
(coherence, length, organization, unity, and development). The
CLOUD attributes are discussed as follows.
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A coherent paragraph reads smoothly and flows logically from
one sentence to the next.
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A paragraph with appropriate length is short enough that the
length does not discourage the reader.
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A paragraph with appropriate organization often reflects a top-

down order, with the main idea in the first sentence (the topic

sentence), followed by sentences that support and develop
the main idea.
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Paragraph unity ensures that each sentence discusses only
information falling within the scope of the topic sentence.
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An adequately developed paragraph includes all the appropriate

what, who, when, where, why, and how details related to the

topic sentence.
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o Juiad! ) adlas Alas ol vzl i1 A5 ity @il fa
Do B Bnaide 3 ygecs galy S0y 13T ggime ol el yad Sladl Cdls
aa L aadgll
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Closing. After writing the body, compose an appropriate closing.
This segment might include a summary, list of conclusions,
forward-looking statement, request for action, ar other cantent
that naturally grows out of the foregoing document.

S OABE s 5 OABG plusssiad s cllassa b dnid
el s Ll Cyuama B B o a5 S S35 s e
Ul Il g 5y cagen (@8 (pag oM ad slael e el Lt (LSE
iy 2501 2 Jslol daliin gl (o 1 6330 Laa el JS20 2!
Jgeos 12 Sleglall Sgay s 2l GHUEI Jae ara s O Jlee ¥ Jsn
ol e 2 lld w30 A &l U ALLGL bl
Two key benefits are derived from using OABC. First, OABC
forces writers to organize their thinking, which increases writing
speed and improves coherence and organization. Second, it
helps to prepare the reader’'s mind so the body of the message
“will enter the brain in an organized fashion, resulting in faster
comprehension and longer retention. In fact, the agenda can
program the reader's mind so information placeholders are

established prior to the arrival of the corresponding message
elements that follow in the body of the text.

puuagid

DESIGMING g

A

AL s A ya ranal Bl (ya Joall pBga 35155 @lans spited o (S
(25l 5 5200 2 LaS ) HATS wlalS uas o) &3 5 S0 25 1)
[dmasll OO¥ L asbiadl — Lgilae dea 35 cAdeall oda B saclill
nlaladl dlec s e Ldall L fguasdl
Most workplace documents can benefit from a touch of visual
design after the writing is completed. Think of HATS as an
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acronym to help with this process--headings, access, typography,
and spacing.
g2 bl laebie ol Guplall e @las Jia (Headings ) oslia
sae ol 3AaSs Lo Al dl 8 e o 5,08 S L 35 1s 5 Le a5 Lall
5ol 2l CaByilly (A53sl oyl el @giSian | A (LB LAt (sl
5251 Al @gad s Leaie Jad ey Aulpadill cilaglal]
Headings serve as signposts, or navigation aids, to let
the reader know what is in each paragraph or segment of the
message. in a document with a generous number of headings,

readers can skim along the surface of the document, stopping to
read detailed information only where they have greater interest.

Leliidsg Slaglall e Jgeud! Jgumadl/ Jguogdl (Aay { Access) oY)
Y1 L3 Jged Bale AL JISEN S el 13ty o Jahuadl Jie ool
335 g+ Sl Jull I Jase 130 by Asball 2401 oy
oSally Lgia JS Gued Jay cnlaslell Gle Jpandl/Jgugils o331 clyll
i abeataly calagladl 1 3% ‘;.L_.Jif._;_a;.ul NVITRY PRr e
Access has reference to the ease of finding and processing
the information. Visuals, such as tables, charts, diagrams,
and photoes, are often easier to comprehend than standard
paragraphs.. The principle of "more is less and less is more”
applies. The more access devices you use, the less each one
stands out, and vice versa. Therefore, use access devices
sparingly.

dAclball gy JK& (Typography) acllball wilhlae) peiss

el abena¥l S 30,300 Alal delidall Calilaioly el @ns
Aibas (ya sy L1 A il Ll Slaglall accas gl (bg ool wiaie) plilall
cam OSan gy peadh el Juogdl paill Bala e elSI @ul
W BN el ol g U ggan Shaglall Jgo Slas¥ B HLa) Fuebiua

el 30 s aricgl au,
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S Lo olaladl e selardt g Le Lok g vnilalSH cpug g yomd) o
Amaall e puoslly Hlacd) @5 Jolal!
Typography considerations involve type font, type size,
and type alignment. Readability is primarily the concern of the
typographer or information designer. It is the intended result of
the complete process of presentation of textual material in order
to communicate meaning as unambiguously as possible. A
reader should be assisted in navigating around the information
with ease, by optimal inter-letter, inter-word and particularly inter-
line spacing, coupled with appropriate line length and position on
the page.
259 pe  lgidt HATS ereaitt Jale ga {Spacing) ololall poss
oA de )l alalodl pisg o Alaludly o, B clalad] Hlae¥i b
Loy dake Ainy 1S5  SUDMAniall ras Jlad (Jaad (lel gl
L ldl lalidl pmg Jobin - 3500 @laal dpnilly Colgandl S (e 3unly
asliie C_.'aj 1:_9__;” 33135_11 P.]cu_n é.a.la:l .L@.BJJ} ..‘.nb.E.EJ! o Al Lt.;ﬁ
2 yaalt e lgude biineg vt yaall als dualy
Spacing is the final HATS design factor, with external and
internal space being the two areas of concern. External spacing
refers to the top, bottom, left, and right margins, generally being
one inch on all sides for most documents. Internal spacing
addresses the amount of space between and within paragraphs.
Most documents today apply single spacing within paragraphs
and double spacing between paragraphs.
LW Gl (K15 Bigieas Runo Raga B BUSI 05S5 O S
6 Lal Wye Laiia g pis Agleatl dapead e aebo o (S Ayl
Saa 2 egilly @gelaS giin Ll ola Gganii ot saigll
cadgn (pa y el Al Sl s Seima caline Lody LUK Bl (e pl
Alalis 3 ygim 02 LESI Sl Gudai (S il ol
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Writing can indeed be a difficult and daunting task, but applying
the foregoing techniques can help simplify the process and
produce a more reader-friendly product. Professionals who use
these techniques testify to their efficiency and their effectiveness
in a wide range of writing contexts. While the content and strategy
of the report will vary from one situation to another, these writing
principles can be universally applied.
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The structure and contents for the

professional report : \

B 51 eyl B 5 LEl BLS (6ot gy Jae Auigll kit Bl

aaidss (ye e i LB AL 5l 1S Ol Alall e Jead! psa 3
rrad J@ Aoalls Al clasdl (8 Jide) Jae polall LSyl
Opeseail Joall J3lg3 5pte ISy e pE ST At i nilsall sl

ala

Professional writing report is in daily use. Writing reports is

involved at school, or college and at work. Students have to write

reports. Writing reports is part of a teacher’s job. Report writing

is routine in the public and civil services. Before a law is passed

a select committee writes a report. Business executives write
reports.

o\l LS el @l Gl Jed! (e o eslEl LS Cllul @l
91 8y 55l S elgas = Jguo ki) IS Luw utd oyt L8
Al
Learn the technigues of writing reports. The technigues of

writing a report are easy to learn. Report writing is not difficult.
Writing reports is easy -whether short or long reports.
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A long report usually has the following sections:

-Title Page Olgiall b
-Acknowledgments Sl e yanti-
-Summary / Abstract LI /sl
-Contents Page ciligimel! damia—
-Infroduction aaaali-
-Literature Review f9umgll byl Aaal yam
-Methodology Aialall 35 ylafi-
-Findings moladi-
-Conclusions olslin Y-
-Recommendations Sluogali-
-Appendices g Ali-
-Bibliography =l -
el O £ )
w’
Titie Page N
-The Title; e.g. ‘AReporton ...’ B fpm pa i
-‘An Investigation into...' R I DOEY- vV b
-‘An Analysis of ...’ e Jabiy s
-‘A Comparison of ... and ...’ ceoue . e oo dplae-
-Your Name .5 se ilafl=
-The date N s =l
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The investigation was done by
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L‘jh i) a3l
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2. Literature Review £ e guad| clusal azalp . 2
w02) (1999 ) (o JS shiain S palil Jlall s e Gle 3
o ot o 1 lgas) pad)  (2005.2) . (2003 e) (2001
The area of investigation has been commented on by (C,1999),
(8,2001), (M,2003), (H,2005), who are in agreement that...
v Jo alies ¢l @gaad ol pns
However, they have different opinions on ....

syl 3 il dale ol lade cdal L3 clad!

Due to the differences highlighted above, it was decided to
investigate....

s lial” gl adupad!” sl aude Gllay , padsdl adinll - 3
3. Methodology (also called the ‘Method’ or ‘Procedure’)
Q.A&u.q.\.]l_g_:_.ao- ...... a.ﬁ::).laJ (‘A)L:':"'!i‘:w*” V=T C -V R S
;-'I):_.:)’ I}c_) AL P s‘b’}ﬁ ‘_J:ug).a (cl@lﬁ'l C_'-Ub) L,.H‘ (;l..]'.'u'é"l @_)L‘S)
() m0b o2 ers Wilas
____ respondents, chosen by the method of were
surveyed from (start date) to (end date). Of these, were
invited for interview on {date).
...... Y e olaad aluziuly Slebas Y Julss &
The statistics were analysed using a test because
............. bl cligias cilS
The significance of the results was
4. Findings aabaidl o 4
4 1. Introduction @aailt 4 - 1
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...... O A i cplal Rale By
In general, the findings indicated that...
....... t:;l M s Laszi W Ea__..“u csls
The major finding of the investigation was that...
In addition, ... . At dalsYl
..... unaaéjlnﬁcaﬁlccuisu.‘d'-)‘ 3....‘...&4.5'-‘_,]1‘3:.43 Laag
Surprisingly,....., which was an unexpected consequence of ....
5. Conclusions wla Lddanl o 5

e Gl I el 4l Jogd! S s k¥ plii Y
The main conclusion that can be drawn is therefore that...
SSPRINVIPA Y P VAP DO £ PRORCT I L PO
(A Slaaogill @ud ] bl Sibauogill s O caony - pi 1)
In the light of this, it is recommended that... (+ a general
recommendation; e.g. that something needs to be changed. The

detailed recommendations should go in the Recommendations
section below.)

6. Recommendations JLmq-'iﬂ_ 6

........ 0953 O ez weve e e b umgl it el g ik 64 8
In the light of these conclusions, | recommend that  should
be

.............. L PVRUIRINI S [ Y,

Inaddition,a  could
Grammar Note: a2l agled wo wiloalle
ol b s+ e PRSP PICSCH P PRCH PLT-PPNIT- 4
laSTie a8 151) Juall L3 Jad 4 comy ol (480 dayuu 1uSTs S 131)
suggest that 5l suggest +ing Jas aumiud o) Liasl ali€ey  ( Slel 2y
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Y (suall  Ja+ palaied ines) o+ (L1 e Jelo et +

.“suggest ‘_1,'5” e b0 ausis

To make suggestions and recommendations you should use

‘could + infinitive verb' (if you are less sure), or ‘'should + infinitive

verb’ (if you are more sure}. You could also use ‘suggest + _ing’

or ‘'suggest that + a subject noun (e.g. ‘we’} + a verb (e.g. ‘could’
+ infinitive verb). Do NOT use 'suggest to'.

7. Appendices Salkalla 7
Al s 350 1 (1) Gl
Appendix 1: Sample Survey Form

................ wals Gl Glas ¥l el #6151 (2) Gl
Appendix 2: Results of Statistical Analysis by

8. Bibliography galpall cadm 3

Cgalpall agpidl | iz akn
What is referencing?
tuasy Be ¥l ol e o L gyl o 2Ly o301 (S T
S s Lgiensenal 1 3l HISaY) gl cilaglall
Well, put simply referencing is acknowledging the source of
information or ideas you have employed in your writing.

Vool palls augiidl widlaiy sall Lo
What requires referencing?
g alial e il B IS A a3 a i 181 LIS L
S g ol g oMel eollan « y3gueaS a5l Ao
Somebody else’'s words or ideas from a magazine, book,

newspaper, song, TV program, Web page, computer program,
letter, advertisement, or any other medium.

@< 82
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Information gained through interviewing another person.
ety dall pandl (A Lanl JISEY) A5kt age !
Diagrams, illustrations, charts, and pictures.
! gy o cale e 38T 5 (Bryman) calgll el (e g 1 0058
The reference consists of one author (Bryman) or more than
one, the date of publication (2008), the title of the book (Social
research methods), the place of publication {Oxford, New York)

and the name of the publisher of the book (Oxford University
Press).

oreiy &3,’ )._UGS Ol )
Exampies o Worked REpoPts "JL

Example (1) (1) Je

i e Jsiad) o Lidiyg A Ll Jeall gaiaing B o \

Wit 10 @3 § Jaalt Dlilla ae Jolald | @i it 5 Szl

-Anada gl Clom gl pasads ol (e

Describe how work is currently allocated in your

workshop. Who is responsible for the loading and

how are requests for work dealt with? Support this
with a copy of a job allocation schedule.

s 2Sus Jeall jaeait dege closill Upie s
SESVRETPYR DU PSS I PON Y PRSP JX PR
283 5 Jeall pasant Jread Y isle Byslall dagll e
Kby amiall e daLadl (e a3l dags ¥ 51 I Sl

K 31 g eV Gasais Jaei
B3 | o ok o o il et i
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ﬁ Our service manager takes most of the job bookings ™\

and writes these into a booking diary with a brief
description of the work required. We usually keep
taking bocokings until there is no more room on the
page then book jobs for another day.

(L.LL.‘a (9) Aacabill 53 mgalicns} Sipiliglt hhang Kt
fLe-a B3 B dadug degl! o)lS _,L.:_;_,.Ji PERCRUT RS
b):_m a1 aanll Ledglis l..L.u S Lg_:'.}'l cgllas
.faj*” <3 o dagl! fpa o Lo b‘-_b,u‘u‘q_‘ 15 .;DYI Cye
A agadl 8 o3lanil ol (2 Lo Janl Ll Joloxs
As jobs arrive (most of them at 9:00 am) the service
manager writes up the job card and puts it in the "Jobs
to do” pile for the next free technician to start. If we

cannot finish the job that day we try to either work
overtime or finish it the next day.

o2 Jlgn ¥l 303 5 gmnll alel! Gy I Lpd oS 13

eelile 153 aad £ Saall Hne¥ s laal Lsls I 0]l

sl Laie

If there are a lot of bookings the next day we sometimes
\ have to turn customers away when they arrive.

/
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Example (2) (2 Jlia

& i A e s 2 7331

Ao LOW1 5o LaST1 3ala ) dnaudd )t alely
Suggest how the system of allocation could be
changed to increase productivity efficiency

b (e A W1 35 LaSO (sl o) i
We could improve productive efficiency by:

Lasie dagn JS 2 el s ) gl e dmiinl g5 S0 e fgumont]

O3 Ol Sladil il racs By el 585 8 (5.0
NORIES NP o TP O T Y PR BT
gaining a clearer idea of the time involved in each job
when it is booked in would allow the service manager
to take bookings based on the hours that are available

to sell.

Il O Glaa agull (ye 2e gl Bty Buadagll algl! 9.5

calia jud @t e sl e ol g ookl 8 de Ll Ty Jae
Jues S pn dpiai o (e 23511 (ya

book jobs in for a certain time of the day to ensure that
there is work to start from 8:00am in the morning and

that the service manager has a reasonable amount of
time to spend with each customer.

Aa Ll AL Begll 538 Joew Ol Sleal e plaion
Bl eloly manes Loy B3I Hlall plad sy ) i€ay mg
ey dgg

taking more details when the job is booked in the service

~

manager could write up the job cards the night before /

85 a Jaxll pogy o seinall Ausadl lsf
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/ and possible even order the required parts allowing N
the job to progress smoothly.

Lagl sl ¢S @ cpag - Lablol 3 Juiad¥! il 1 algl) pasains
ST 38,
allocating jobs to the technicians who are best at them,
they would be completed more efficiently.

Sleasdl ool e Bgu Jad] ﬂ‘—iuc"-n-uuw&m—"" 558 (5SS
ESLehlly JLaTy s pgall (o 1,5 38T Ll Jaall o3
Jaini Lea ST Jaalt s jglai dlls 2
having a better idea in advance of the work loading
would allow the service manager to arrange overtime

earlier in the day and call customers if we are getting
overloaded.
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Test your information on writing 92

professional reports in English ~~ \

Lo

Test (1) jluial
Introduction oaiill

e gimeng ol pa 3laline ol 5 julius uolad OF Jad e Regll olia
il A Ja e Bake ki ol ale e 0585 o o
s el S olagfilly ola iy iliitly ikl o oy
I 60 (e IS B sy Le g ) e oL
This task is for you fo practise matching the stages and content
of areport. You should already know that reports usually have the
following stages: “Introduction, Procedure or Method, Findings,
Conclusions and Recommendations”. This activity helps you to
understand what is in each of these stages.

Instructions alaaleill
e A seadt e lganls Lo s Hlinalt e guobicall B a0t 5g il L
e

Match the items in the boxes on the left with the items on the
right:
St (10-1) Joul alt Lads pall e 381 il slaall i el L
17l €17 gl e LY I — da i dedns
Then rearrage the contents on the right according to the stages
{110-) on an external page — see the answer in the appendix “1"
test “1",
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Test 1, jludal

Score: 3/ 10
Report Stages Report Content
4 Introduction Section | When the data was
1 collected
. Introduction Section | Overview of the structure
2 of the report
: . Your ideas about the
Introduction Section ,
3 3 reasons for the things you
discovered
. . Description of the
Introduction Section | .
4 information you
4 .
discovered
Summa of what you
5 Procedure Section 1 ,u & y
discovered
, What you think should
6 Procedure Section 2
happen
When the report was
7 | Findings P
requested
8 Conclusion Section 1 | Who requested the report
Wh the report was
9 Conclusion Section 2 y E ]
requested, and the Aim
) How the data was
10 | Recommendations
coliected
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Test (2 jlaaal

Introduction i il |

et a2 o e 3Lalinn 515 pulis LS Ol pa Regll 500
3le Suy Ll o Jadtls oWy O ey aLudWT 00 3 a3 1l sl
NEN IR PR EL e+ SON I B GO PR~ e T N RO

. «

2 Lesziodl A2l Ais Le 045 O e WoLiidh 12s Wucbuw . oluagills
ol ela fye S
This task is for you to practise matching the stages of a report
with common phrases found in these sections. You should
already know that reports usually have the following stages:
“Introduction, Procedure or Method, Findings, Conclusions and

Recommendations”. This activity helps you to understand what
language is used in each of these stages.

Instructions bzl

:oneall o A gkl pa Hliad! Lle Gasliall o i seidl il
Match the items in the boxes on the left with the items on the
right:
e (10-1) ol yald Gido el le 3l slaall o il 2
27 slant 17 Galll e B il — Ao ls e
Then rearrage the contents on the right according to the stages
(110-) on an external page — see the answer in the appendix “1”
test “2".
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Test (2) jl._l.’ié|

0/ 10
Report Stages Phrases
1 Introduction - who | Data for the report was
requested the report gathered from .. to ...
Introduction — when the
2 The report presents ...
report was requested
Introduction - why the || believe that the
3 report was requested, and | reasons for this include
the Aim
4 Introduction — Overview of | The survey respondents
the structure of the repaort said that ...
5 Procedure — When the data | In conclusions, the
was collected results show that ...
These conclusions
6 Procedure — How the data | lead to a number of
was collected possibilities for further
action. These are ...
4 Findings —Description ofthe | The report was
information you discovered | requested on ...
i Primary data  was
Conclusion — Summary of )
8 , collected by surveying
what you discovered
Canclusion — your idea
9 about the reasons for the | The report aims to ...
things you discovered
10 Recommendations — What [ This  reports  was
you think should happen requested by ...
90
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Test (3 jladal

Introduction psadiall

43 A sladl plail Jgm S0l wgd e el Jol (e dagll oia
Jandl gaga B LgnlS wlin Cllay
This task is to help you know more about the types of report
that you may be asked to write in the workplace.

Instructions P 5 |

el Gle Gl olae silt e Slagdl e Gaoliall 3 0 agid b
Match the types of report in the boxes on the left with the

descriptions on the right:

Sz (8-1) Jalypalt lide ol e Al Sl 5 el

37 5laat 17 Galll Bl i — da yls dniea
Then rearrage the contents on the right according to the stages

(18-) on an external page — see the answer in the appendix “1”

test “3”.
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T@St(3) ]Lu.'ﬂ

Score: 0/ 8

Type of Report Description

a report describing how
Incident Report close you are to completing
something you planned

a report describing how
many goods or services

Accident Report were sold, and the reasons
for any differences from
the plan

a report on what has
happened in a place,
Sales Report and how close your
organisation is to finishing
construction

an academic report on
Progress Report how and why something
has changed over time

a report describing
something that has
happened

Feasibility Study /
Report

Recommendation | a report on how practical a
Report proposal is

a report on what your

Site
organisation should do

a report describing how
Case Study someone was hurt or
something was damaged
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Basic (8): T 5 -
The reports of professional
proposals

ety el ¥l JIKAT Gan 3L GOl Ll @l jaall psle Jeled
ASae St Aad @e s gl taus gl Aale Juis e Leg y e
Proposal reports try to persuade the reader to take some form

of action: to authorise a project, accept a product or service, or to
support a plan for solving a problem.

Caugl e e sla gl aumls Cal Ll N cls a5 ) e
2252 O o) “Bilieogs J5ud) Juaall ol 3,15¥ Lal plidt o 21,5890 e el
S 5l lans plleal sae e
Proposals could be written for internal or external parties. The
primary goal of a proposal is to persuade either management

or the customer to accept your recommendations or to sign a
contract for your company’s services.

0555 0 ) s s ciin 515,55 p o (e g 21,531 () g
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Since the written proposal is to sell an idea or product, you
need to be very convincing. You must persuade readers about

the benefits of what you have to offer, and why they should accept
your proposal.
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Before you embark on research, you should be clear about the
purpose of your proposal. Why are you writing it and what does
the client need to know?
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Find out all you can about the readers so that you can select
the right vocabulary and the tone to use. The tone could be formal,
semi-formal, or informal. The main readers of proposals could be
decision-makers such as directors, managers, executives, clients,
or community leaders. If you are writing to senior managers, adopt
a formal tone. If you are writing to people you know well, you

could use a semi-formal or informal fone. Informal tone include
words such as «don’t, can’t, and won't».
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Next, consider what kind of research you need to do; where
to get the information, and who your assistants are. Before you

embark on the research, your team may want to do a literature
review to find out what research has already been done before.
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After you have done your research, you are ready to write the
first draft. The formats of proposal reports may differ depending

on the project. You may want to adapt the relevant sections found
in standard proposals:

1. Background of the situation. aBgll 2,als
2. Description of the problem. AL Capngs — 2
3. Objectives of the proposal. Yl el - 3

gt JliD S (bl paadicaS e dlgagalall ady ylatl -~
4. Methodology and research: How to gather data; how to conduct
the research, and ...
el Huall clglly L uall Jeall 301 e 131 Bl wlitlata -+ O
5. Time and cost requirements: Budget for the proposed work:
estimated time for completion.
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You may want to adopt the model for writing persuasive
proposal reports in the later part of this chapter if your proposal is

expected to be lengthy as the funds requested is over $500,000
for example.

Objectives -5l
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The objectives section of a proposal reports is usually very
brief, about half a page. Each objective has been established in
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the earlier part of the proposal, while the ways of achieving the
objectives should be explained in the methodology section.
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The general objectives provide a short statement of the
development goal of the research. The specific objectives may
indicate the types of knowledge to be produced, and certain

targeted readers. These are the objectives against which the
success of the project will depend.

Proposal Checklist 2l sl s andls
il 701 8 g iy 3 L5 Y alglly LB L Lags
Here is a list of tasks to guide you in your research and writing
of your proposal:
doglastly a3l 71,31 ol leal (REP 1 21,0391 s (ya 2y dadin| -
cactgally psla Y
-Get a copy of the request for proposal, RFP, to make sure that
your proposal sticks to the guidelines and rules.
AL a8 s 7 gungy IS0 e ylel-
-State your ideas clearly and concisely in writing.
188 s il laa Yl dacly Ay pabia 0y
-Cite alternative approaches and provide reasons to support your
ideas.
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-Provide details of your skills and your partner’s skills to gain
credibility.
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-Your proposal should be timely, innovative, and unique.
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-Use graphs, tables, figures and visual materials where necessary.
When you use illustrations, it makes the reader understand
better. All illustrations must be accompanied by explanations

to highlight to the reader which portions of the chart or diagram
is important and why.
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-Get experts to evaluate and proofread your proposal. Sometimes

your team members may be too familiar with the drafts and
may not spot errors of logic and the mechanics of writing.
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-Attach necessary supporting documents. Some details could be

placed in the appendix so as not to clutter the main report.

Alternatively, longer documents could be attachments to the

main proposal. This gives the reader the choice whether to
read them or not.
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Characteristics of Good Proposal ¥

Reports 5
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A good proposal reports should be readable, organised, and
grammatically correct.
:5_,\.“1.‘_-..” leéY!ﬁ)LEL@glﬁ:uiulfg:”LJﬂjwlumulfuﬂs
Here are some characteristics a good proposal reports should
have:

B Gl SOUSEL ot Le 3,85 oo
Describe an idea to solve problems in new ways.
13 5 Ol #1380 iy (SI ABIS )i dae | L p gy ASELN Gy e
AKCEL Asal
Spell out the problem clearly. Provide sufficient details so that
readers can appreciate the problem'’s importance.

A AN o Slga 1) sl
Point out the benefits of solving the problem.
tdentify the general and specific objective precisely.
I @ Y Al p 23IK31 5 2515000 1985 o g
Budget and costing should be realistic and not exaggerated.
7)Y L Aagll Bl pae Lealitl ya gl ellae Y olas e oy
Inciude appendixes to give further details of important statements
in the proposal.

ol S8 S HLAL 31,201 M Ake (e
Include the qualifications of the people involved in the project.
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Offer a realistic and cost-effective solution.
055 ST LU dads HLas g due a0l fagliall Jin po a0l fua S @ano
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Design good formatting such as subheads and choice of fonts to
make it easy to refer and read.

S A5 slglly s pguatly Attt JISENTs L gl oty slaga ) o
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Use graphs and figures, charts, photographs, and other visual

materials so that text can be concise. Nearly everyone enjoys
seeing an informative graphic.
Mol Aot mabitly 2adgatt 35U 2us
Identify potential pitfalls and alternative approaches, and,
-.L.‘;L-JL_u.aj:u ;L-},:Y\ u]c ;1)_E_|| S
Induce readers to act upon your recommendations.
Writing Guidelines LS Liloua gl
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The proposal writing team should have access to these
guidelines:
Sl aalt 5585 of e dasle et e Sl Gl alelS ausis Y
-pyogl! 895 ruand
Do not use bombastic words to impress the reader. Keep
paragraphs short and to the point.
bl Glaill S o G5! el
Check the document for logic and consistency.
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The text should be easy to read and understand. Use short
paragraphs, and medium to long sentences.

Review Process azalpall aulac
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Proposal reviews are essential to keep the guality of your final
proposal intact. Sometimes, your team is so familiar with the
subject that they cannot spot errors of omission  elling, logic,

and grammar. There should be at least two reviews uy others who
are familiar with the subject and are not in the research team.
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S g ALy (gl aEl . T guiac el oo (e S
The review team should evaluate the proposal from the
reader's or customer's perspective. Don't be afraid of hurting

another member's feeling. Criticise the content and writing but
not the writer.

eVl el e s guall 31 RFP Gacslibaally 21,533 Ja e L5 S ()l
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AlE e s
Compare everything in the proposal to the requirements in the

RFP. Highlight those areas in which your team feels the proposal
is deficient and give more time to rework the problem areas.

aBeidiond | il | s U 23 guau
Model for Persuasive Proposals
Al ghiad! s B O 5 B el L a0 il B 3 ALY e b Lt
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Here are some suggested sections for your proposal report.

You may want to delete some headings that are irrelevant to your
proposal, rearrange the outline, or add new headings.
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1. Introduction

prdddad| o
wboglly ASAL e dlan -

a) Statement of the problem and objective.

L pain OIS 130 pguingll bl sl e 2ualadt —o
b) Background and review of literature if necessary.

c) Need.

d) Benefits.

e) Qualifications of team members.
f) Where data were taken from.

g) Limitations and contingencies.
h) Scope.

2. Plan

a) Objectives and methodology
b} Time schedule.

¢) Materials and equipment needed.

d) Cost.
e) Expected results.

3. Conclusion

a) Summary of key points.
b) Request for action.

4. Works Cited
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Another name for works cited is references. Its purpose
Is to acknowledge your sources of information be they books,
magazines, journals, or text and pictures from the Worldwide

Web.
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Team Work \
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If you are working on a complex proposal, for example,
developingatraining coursetoimprove quality forthe confectionery
industry, you may need several experts to assist you.
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A particular challenge for working with teams is that the proposal
members must work with outsiders to improve on their strengths
and expertise. After a few meetings, the team members will get

to know each other better and can work together well towards the
objective.

" yae bluntad] eifilaglin oUE mdagdanld o M3 uiin s of aoms
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There must be free exchange of information. Share new

information via E-mail and ensure that team members stick
strictly to deadlines.
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Select a good writer to do the draft proposal and send a copy

to all those in the proposal team for them to make additions and
amendments.
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Executive summary
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Executive summary is a term used in business for a short
document that summarises a longer report, proposal or group of
related reports in such a way that readers can rapidly become
acquainted with a large body of material without having to read
it all. It will usually contain a brief statement of the problem
or proposal covered in the major document(s), background

information, concise analysis and main conclusions. It is intended
as an aid to decision making by business managers.
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An executive summary differs from an abstract in that an
abstract will usually be shorter and is intended to provide a

neutral overview or orientation rather than being a condensed
version of the full document. Abstracts are extensively used in
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academic research where the concept of the executive summary
would be meaningless.

The business plan Jozdl 3pla adaa
Jaadl 5,505 atas gl Jaadl 3,50 5,58 Slaesl 8 (iuaial! anlll jag
s SV SN e s LAl Al 1 gl 38l LAl sllacY @einng

ALalS Jaadl 5,505 3las 145 S 5Ll ey o (saaml el

An executive summary provides in brief a business idea or

business plan and is designed tc give the reader a flavour as

to what the larger document is about. The aim of the executive

summary is simply to entice the reader in to reading the complete

business plan.
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Typically executive summaries will be 34- pages in length

and will represent a distillation of the key points of the business
plan.
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Why do | need an executive summary?
Silgs dalai a2 calises . Jlact ,igs JS0 sof Aa 5y oall 3,50 dkas
iaas + (as oA Gudoed] Aeaas cllee 3,50 Alai SIS 131 STy s Jlee W)
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A business plan is a vital document for all businesses. The
purpose of business plans vary but if your business plan is
designed to achieve a particular goal e.g. secure funding you'll
need an executive summary.
Ll (e 2 e e cdgll e daial) 44 w0 @ile
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in an increasingly time pressed world, with a myriad of
competing demands on peoples time, the executive summary is
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the first port of call for those seeking to review a business plan.
Sl ol Jatsed! Cpe il LBIS d oy Laiae Sauaid) it € 131
o T sl S ) vt gt s it a2 g
Ao i ol I A Ll g Sl @S (35S0 0 I B Lo Lo (el
Aian Ayl eadl Buo ill gl 1518 Slagles
If the executive summary is sufficiently compelling it is likely
the reader will read further. To that end the executive summary
must marry the need to be succinct along with the need to contain

sufficient information to portray the opportunity in as positive a
light as possible.
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Where would | see an executive summary?
$ dpaiill jenzelLl Liad Ll Jaadl 3,30 A (3 52 el
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The executive summary is a component of a standard business

plan. Typically the executive summary is the last element to be
written yet is located at the start of the business plan.

Qsaaniid! goalall dude squan gl mau lila
What should the executive summary contain?
A L& daail Alasell | ad 3T Aas 55 e 3)kee bl g Rastt Lozl
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Olgas
The executive summary is basically a shorter version of the
business plan. It should contain the main sections of the business
plan with only 1 -2 lines under each heading.
SO TR NI O v IR L1 N - W VL
The abstract / executive summary should summarise:
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-The background to the problem

-The purpose of the report sapaadl (s e yadl-

ol gl kel Caagll /e Jomeal! Jaudl Caiia-
-the goal of the work reported on / the scientific or commercial
objective

Golall 51/ 9 eil! S5l 3 jn g JunosLis-

-brief details of the approach, procedure and/or methods
Slalasg Yl gl /5 dagll piluitl-

-important results and/or findings

-Conclusion(s} Sl o
-Recommendations Sl gl -
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The information included in the abstract or executive summary
will, however, depend largely on the information that has been
included in the report: for example, if the report does not provide
recommendations, no recommendations will be outlined in the
abstract/ executive summary. The abstract or executive summary
should not just be an outline of the points to be covered in the
report with no detall of the analysis that has taken place or
conclusions that have been reached.
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The purpose of the executive summary of the business plan
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is to provide your readers with an overview of the business plan.
Think of it as an introduction to your business. Therefore, your
business plan’s executive summary will include summaries of:
aloas ol /g clilonzia Liguaia DS LA oy
-A description of your company, including your products and/

or services
-Your mission statement (Al uagd) W€ 18 e b
-Your business’s management llac 5,50 3,101~
-The market and your customer eliMac g Sgeell-
-Marketing and sales cibandly Sugnnll-
-Your competition llae 35000 Aaldl-
-Your business’s operations b inl sllee 3,500 olles -
-Financial projections and plans Al dalasdly ole g all-

Wax o 03 V) Aglaelly paaselell Hlaw cludinll Ganlll Lgiih By
355001 o cllae 5 500 b cllee Al 51 )3 5 LiBY cilax 5l
The executive summary will end with a summary statement, a
“fast kick at the can” sentence or two designed to persuade the
readers of your business plan that your business is a winner.

How to Write an Executive Summary

ekl ,El Al bola il e Aol 5 ,0a) hgainlt el law
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An executive summary previews the main points of an in-depth
report; it is written for nontechnical people who don't have time
to read the main report. The executive report contains enough
information for a reader to get familiarized with what is discussed

in the full report without having to read it. Here is how you write
an executive report.
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Step 1 . ”bqha-”
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Plan to create a summary each tirﬁe you write a business
report not exceeding four pages. Write the summary after you

write the main report, and make sure it is no more than 110/ the
length of the main report.

s “2” bgkail)
o2 Loy 0,8 puih el Lgdais Cage 0 Zpw bW daladl Joes
ke

List the main points the summary will cover in the same order
they appear in the main report

Step 3 ¥ sgdaadl
PRI D " 1 PRS- T4 L - ( PO
Write a simple declarative sentence for each of the main points.

Step 4 “u” dqkaad!
A u])L;Jl._U.:LJLa.m r\})—Ui_LLLd.I)_u.u.ﬂJj! MJJ)JLAa-i_M1
d__;::-)u;\.sa}”j

Add supporting or explanatory sentences as needed, avoiding
unnecessary technical material and jargon.

Step 5 “5” 3 gloadl
il y cubis 12 Jamy 4 fpa ST 3u3i 5 )gumsg edas il 13l
sl i ey ald alyl )3 5680 o a)3 ol Ak GBlusgi

) ) g sy Ol O
Read the summary slowly and critically, making sure it conveys
your purpose, message and key recommendations. You want

readers to be able to skim the summary without missing the point
of the main report.
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Step 6 Li, " aml
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Check for errors of style, spelling, grammar and punctuation.
Ask a fellow writer to proofread and edit the document.

Step 7 “7” sqlasll
iJ! 3..5..33_” 1)_g_|ul_?'!a“)y! ;Ll}“ }L._n W)&ﬁh&g}dﬁ!

Ask a nontechnical person - for example, your parents or your
spouse - to read the document. If it confuses or bores them, the
summary probably will have the same effect on other nontechnical
readers.

Mission Statement cadlngd! ) gepdl gl
e Aedaill ol 38, A0 )2 8 (e ey praad gl Ol e T Gl
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A mission statement is a formal short written statement of the
purpose of a company or organization. The mission statement

should guide the actions of the organization, spell out its overall
goal, provide a sense of direction, and guide decision-making.

e 00 )& o Oe |
Powertul sampie mission ,,J
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'PEPSI - "Beat Coke NSS4 e}s-"” T e
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HONDA - "We will crush, squash, and slaughter Yamaha”

"NIKE - “Crush Reebok g e =iy
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older sample mission stalements g

that are quite grandiose

ale Joboes 5¥93 (b 125 ez 36,5 pueal (1990) Wal-Mart
“2000
Wal-Mart (1990) “Become a $125 billion company by the year
2000"
a3 )guall il 5 ,es SV S A c__.,a;” (1950 uze) Sony
Tl il 3l @l Ggiane e Adsaiall 335l
Sony (1950’s) “Become the company most known for changing
the worldwide poor-quality image of Japanese products”
2elis Ford (jys5 iy (e il o2l alay) Ford Motor
el iy el M el Lol
Ford Motor Company (early 1900's) “Ford will democratize the
automobile”

salgll pasadl ala yadl il
One-line mission statements
LS eiall puid el pdd oyl cpuslaldl Lobidl Ul Wal-Mart
R PHCEN
Wal-Mart “To give ordinary folk the chance to buy the same
thing as rich people.”
511 8 pgams J o] U1 SN S Ja” M3
3M “To solve unsolved problems innovatively”
44 =1} .
o) aaw Ll Jusu ol Walt Disney
Walt Disney “To make people happy.”
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Mission statements more than one-line

& 152200V guimy ,S) I}_.L,u\u.uuﬂ ot s S e Lu” Amazon
“online 0, W pae oel i gy U3 <3
Amazon "To build a place where people can come to find and
discover anything they might want to buy online”

A1 Ll oym Lalgl! i alaii o J6” Cokacola
Cokacola “Everything we do is inspired by our enduring
mission”:
‘Cj)-”j 1&._1_”_9 .\Q......:-._H U5 gl \Q_H_'_H L)Z.Lul
To Refresh the World in body mind, and spirit.
To Inspire Momems of Opt|m|sm through our brands and our
actions.
A2 13 g 1S ol B e Sl s 2ad Gl
To Create Value and Make a Difference... everywhere we
engage.

R ek Byl Sty
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Execullve Summaries Comglete
~ The Report of A Business Plan

Laga ol -Ablod 3,800 o) 5338 ehgun . i) 30l Sliaalll LSS
wa iy Y B Lay Yol 1,5 Al 5 ks o el il cluantll i
e oS Bealil) slaanlll Gl 50 @il ety 3 B Jusoliall 1 etgl )3
el pall Satew Wl 3L IS La 13
Executive summaries complete the report, whetherananalytical
report, memo or whatever. Executive summaries are the parts of
the reports that are read first. Readers may not even get to the

detail in your report. They read the executive summaries to see if
the rest of the report is worth reading.
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Strong Beginnings Encourage Good Reading
ol Ut Jgmd o) g buali Laltaal Bsiuainth eiluaselth Ll
dalgs 6 opail! ulimela Tog o Jeai o wliSias ¥ Ly dadiads S kAl le
AN Jadall e
Executive summaries demand special attention. The first

sentence mustgrab and keep the reader. You cannot afford to start
your executive summary with one of the following approaches:

22l (pa o il
The purpose of the report.
ASEL S5
The problem question.
il auals plgil S

Al kinds of background to the report.
ol N Yl g izl et ez,
The executive summary demands your best thinking.
esusdi }5”3 é&m\m‘\ bl &1)‘\ £ },
Four Major Points Emphasize @4
sSummarizing

ALY il Galil panle cbud G50 il dlals g0 Laic
Jie Ao L) Al 15 il
When you complete your executive summary, you have one
more summary to write. You start with an introductory sentence,
such as:
o3l pa Sl Al Loz
The following points are ascertained from this report:

2 Bkl dolad poyl s ol 985 03 (Sl S5 Lay oW a8
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You are now faced with what to write. You can have only four

major points of your entire executive summary. | would urge you
to write the following:

caty el Julos o 2 laiad
one major conclusions or analysis.
g bl 152 5 dnags
one major recommendation or decision.
i ys Lag SN e Lo e L&
something about the problem and what you studied.
oty anlad sl o sLaacl
one major consideration.
s 1B LS (085 o) K o€ By it AN as
Now, take the following example and tell how the writing could
have been improved.
Jo> Loyt alelainl all Gy ol craiiei FUPEY| PR
a8 il Gass o) S v g ddt coamall a¥ls Lanlg i Mamill Aaal
hATRES oo Al o uasi 5l
.. .With current personnel and five days of awareness meetings
on the importance of collections as well as monthly updates,
the company can certainly achieve a fail-proof collections
department.
PO |- PP [ PN N
Quick growing service industry
cguaidt 3aalt 5als e a5 A e S s
Proper collections prove to increase cash flow.
) PPV NETRUNICE PR R |

Eliminating customer loopholes

it 2 gl oottt g e abol diass
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Five days with monthly update seminars in-house
e bl (s al€all ol 36,50 M) Rl cibomgmasl ks
PP & T B Er PN § JER, IR [P
By setting up the proper corréction at minimal cost to the
company, past-due collections can be virtually eliminated.

el Sl Liadele wni€ ua) o o,5tl page capsd uB oW1 el
ol B RS S Tugh T2y @ Slal o la o Wy y35 mge B )
el il gt & St g Uil s Lgauiad aful:jgn Jolaill eatle] sl
s (S b A ol 18 e ulas]. 45T
You now have told the essence of the report. You have written
a summary within a summary. You have told the essence of your
report in case the reader never reads every word of the summary.
You bullet the main points to make them stand out. You indent
them for the same reason. You have given your reader something
to think about.

\
- e - - ) e . /"
OR8> B35 o9 laBis cid -
How-To Involves Gareful Writing \
JS 153 il dagll sia ol (af (gl jakle LS dals Lasic
adaloW 032 2y biney i Busae ol pa 5
When you face writing an executive summary, how do you go

about the task. You read over the entire report several times. You
carry out some of these activities:

Rl uelea S8 (olaada) ciledle pis
You mark in the margins of the report.
ALY SV ol gl i Unglas puis
You underline key passages.

Basll e N st B8 S

You think how the report will look on paper.
elilas 3 S8 Auedl) gluaill el A0S Aaell Aagl! obnd (Y
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Now, you have the daunting task of writing the actual executive

summary. You think of your first sentence. It must be the best sentence

you have ever written in your life. You must grab the reader to peruse
the entire executive summary. Ask yourself these questions:

Tl e e Liblu sgunl cuall s
Did | pinpoint the essence of the message?
Saa aantl alCAN L ASAL ciage o
Did | understand the problem, the real problem?
St s poe Lasliely 3,84l oS o
Did | state the idea as a symptom and as a purpose?
TYPTINES > (P DY RV DT O PRV (B
Was | sure | grasped what the reader must find in the entire
report?
U\USA_,JE.LIJ_H.“UAL .\:l)a'guhﬁb_a .\j_L_JI(o:A_?..}Q‘lLS_-J\Q;.dL\‘
zE O Sy i pall g ALY gopa i) duadda (e A9 555800 Jolis
588 pagadd B ot b 23 ailel palp agaadl Jlall 200N 3,240 L8
RPN B RS P
It is not unwise to group items together in paragraphs. For
example, the first paragraph of your executive summary can
have the problem and the purpose. In the second paragraph you

can explain the scope, limitations, and the procedures. You may
want to devote a separate paragraph to the procedures.

oo S Al il e 5 bl gl sl ylae ¥l L5 Lawie
Jan ! LI e oslaatantt gl o (inn¥ agds slae W e ¢ guialt a6 il
ora el e I8 st ol e oSG liladt 8 dags Satl e i
inbage o520 3 b g il e W
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When you write the Considerations or Findings, concentrate
on the major findings. Make sure you stress just numbers and no
conclusions or generalizations as you are writing. Force yourself
to only think of the data. Make sure you cover every major part of
the Considerations so the report has cohesion.

ool ol e 385 ke iina W ol qfulaithy I s Lotie
Jgeosll i age s Ja: Jas sic ol 33¥ 5 Sa IS Il dBuy Hdail . atla !
dleds d" Ll I8 .olawlgl! Y LIN EACA B by _9': eIl pdd
] | SPPRY e S AJ.LA.:UII s s LAJE bl e LOa)Un_a'l oL
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oalli a5 Gl s il (S e Ja Sa0lu 01 yage S ius . 3000 22
b 0t 5,8 @5 o § a0t 1,5 Y,
When you reach the Analysis or Conclusions, concentrate
on the generalizations. Take apart the message. Look carefully
at each bullet or number and say: Is that important? Upon
reaching the Decisions or Recommendations, talk about
specifics. Tell what you want the company to do, based on the
data. Tell what you want individuals to do. Then, ask yourself:
Have | written the report in miniature? Could someone look
at this report and tell the essence of the message? Could
someone read this summary and not read the report? Has the
message been distilled?

o€ il pasdh) QolS sl
oL} 3” c;\.!."\ e 2

Executive Summary Tips, ¥
Do's, and Don'ts \

Here are some tips on how to write your executive summary
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Do>s and Don'ts of the perfect Executive Summary:
n3amll Gaddadll 3uales luaid! claile JSA& s ol ) Laize e

(ol sl ezl LB e lait 2S5 I

Be persuasive (your executive summary format should follow

the specific application rule, unveiled in your FREE Executive
Summary Template).

(ot e 3,5 Y) iy L 1 Vs (S5 Y
Don't be demonstrative {don’t focus on features).
psbaall Biies Jores gipalall ulails S|
Write your executive summary with active-voice sentences.
SN By Besmia By93 Walll (5585 5l e Jaala
Keep a strong, enthusiastic, and proactive language.
df el Ll aglaatd e 1 Jpgamald 2l Landt 3
Convert passive-voice sentences as much as possible.
SaB ale jrte Lol 3 o a5 ucdy Ui Slaa S
Write simple, short sentences intended to be read by an
executive.

50 — 20 K dmawml) T)J,Aa Souaid) claaste (S0 e Ao Jasls
N CES-IN
Keep your executive summary short (1 page for every 2050-
pages).
[ SIead akle Al gl LB I Ll Bt hm el S
Write your executive summary from an executive summary
template and sample.
0553 g shua i aldl il o1 808 g pe sut s ol Lk Y
Aich e 1015
Don't provide unnecessary, technical details, remember, an
executive should be able to read it.
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Avoid excessive jargon, and write the definition first.
Al e lgas Oglu¥l @Byl i gl slas] s
Correct speliing, punctuation, style, and grammar errors.
o T egialiie @l auieial) wladdl eds clidasd Lulul S|
cilialaie Joliny Caungs 105 Y U0 cobialaie (ya
Write primarily for your customer, not for yourself (use their
organization’s name more often than yours), so don't start with
a description of your organization.
M 8 oy ol i sy (Sl9all) illias (e Lolud (!
Write primarily about your customer (benefits), not about you or
your company.
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Other types of professional

writing in workplace




Jaxdl 2340 05 S TN ST il Je=all
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Memoranums (memo) writing in W
workplace \

What is a memo? WS anll 42 Lo
A memo is: 12 3,5 3l
SR ITUPEPWIC) I PIRLS VL RPN ETE ]
A hard-copy (sent on paper) document.
lelall) gas Ja s Jlai W a iz
Used for communicating inside an organisation.
3 yiend 33le
Usually short.
AL )W aludly paussll opslic g bl oI e s ole (g5ios
Contains To, From, Date, Subject Headings and Message
sections.
0953 3,82 kg B Juu ! @anl gy Blaal ()05 puidss ] Z i3 ¥
it i elaad IS 13) ey 38T oSl JalSIL oo sl @t gl 1339 38
e AP
Does not need to be signed, but sometimes has the sender’s
name at the bottom to be more friendly, or the sender’s full name
to be more formal. If in doubt, foilow your company style.
43 .Sl 88 1l clalaitl of Jlee¥ J51es b Jlas¥! fpe 31
SIS s uBy .l 2 Vg ol A0 (e paite Sae Al ) Sl olgd ()5S0
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Much of the communication in a business or organization is in
the form of memorandums, or memas. These internal documents
may have a variety of readers and purposes and may cover many
different situations. While memos can be formal or informal, they

are always more infermal than letters and are usually sent within
an organization rather than to outside readers.

Audience sladl jgdua
A edha 3l I acna il (ya Baidagll ol SS,01 B 513 Ui s CBg
Sladlaallyy  dliwwde Sle g pes 150 e 059550 Bgug Onewge
Sloglas yiasi A Lo 8 5955 (ol iy Jaal) 5,51 Bla H11 Azl

el dl e 5,58
Your readers will range in position from supervisors to peers to
subordinates and will be familiar with your institution’s projects

and the jargon related to the business, so you will not need to
provide much background information.

opadiion | cnamtie e 5, 5laal @ad 09S0 Cagen
They will have many roles, from producers to users.
alsin B oduna sl e 5 (5K B
They may be experts or novices in their field.
e 2033 By @gpad el (il AUUGT L Gglidin Bale @ 1053950 ba U
QSJ}¢&ZIA3»L4.I&:_LAOS.3)S:LA;_JSJ hm.mﬁmja&ﬁgujlm
b ol 2
Whoever they are, they are usually busy people who don't have

time to waste on confusing, disorganized information. When you
write a memo, be organized and informative, yet succinct.
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You may send a memo to a single reader or to many readers, all
concerned with the subject of the memo.

Purpose ga sl
et By i) of Al S5 3
You may write to respond to a request
cae Jua)y soke (SLaN fya dama eyl gl 3ama cilagles il 1B
You may request specific information or a specific action from the
reader, often a co-worker
SRRV Lﬂuaﬁ&'—iﬁl:ﬁsbu N iaelioall Ly ainad | K12 0S5 3

.fu‘_..LH Y
You might be thanking someone for help or trying to persuade
someone to provide additional support

Style -,qu-lHi-”

ey CBgen . sdall Aleadl ._,_.s)_, 5l ‘MLJQ.H wt S IR i [
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PR ENL P

Ostentatious language, excessively technical jargon, or

complicated syntax will make you sound pompous. Be

cordial, straightforward, and lucid, and strive for a relaxed and

conversational style.

Slie 5aTg e o S Bl 515 uboee 5 55 (3985 Ol ey sl Loy
ST U S PURPRAPWES W CH K ST I T A RPTCRe
815 em it 3,800 Lm0 pn Pl pes ¥ Bt At
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Generally, your tone should be neutral or positive, but you have
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to occasionally issue complaints or reprimands in memos. Use
caution in negative situations. You never know who will read
the memo. Be aware of the effect of your words.

Format JSaidi
oo 52 C crabinag o a1 p0 Bt s ABluwa il 3 ot S 3L 0SS O e
Suanly R e ot ol S 138 3
Memos should be single-spaced with double spaces between
paragraphs, in block form. They should be kept to a single
page if possible.
ceeuandly Ol giall tined (el ;SO0 (eSS
Memos have two sections: the heading and the body.
Cr 0 02 HY 0l 31 = pguimgll = ya = M — st spe Olaiadl 0S5
{CC) s} Lo iy
The heading consists of date, to, from, subject, and cc.
¥ At alpsint! st § Ol peidl aul Qa1 el
05/1/6 2 LS 3hucl auinios
Date Write the full name of the month, or use its standard
abbreviations. Don't use numerals as in 605/1/.
Abies OIS 1] LBl e a5 501 ga3g o N1 LS dale Tiiay:
Bomall ) Alalaall O a0 a3 lils ranad ulaliedl pon cli3 e 5f o€, 5
bl gl @bl Rpnaddly - () aadl L g8 1) gl AN ol (ol 2SY
fu'.:m:g.&wgl)@q:e!,ilmus.‘nﬁtsebmtﬁw\?@tafw)ﬁ
Litoesd @ banel Jomuw « 20 Ay )b ol 905 N 5,851 518 131 I6¥1 e Lawud
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Lu.:...a.aj'rL.:.m ‘_,Jl .;..uu_.ﬂ Ll s nemya @iV aa 5o 15 S dc gamel!
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To: Generally, address people of higher rank by title. If your
company policy or your relationship with the addressee allows,
you may omit courtesy (Mrs., Ms., Mr.) or professional (Dr., Dean,
etc.) titles. For most formal situations, use the addressee’s full
name; in some informal situations, you may use first names. If
the memo is directed to three or four people, list their names
alphabetically or in descending order of their position in the
institutional hieracrhy. If several names are required you may
use “TO: See Below" and then place the names at the bottom
of the memao. If the group is too large to list, follow “TO” with an
identifying classification (TO: Faculty, Board of Directors, etc.)

Sazze! 13 alelat] GLat a s Vs lacdl s e clad g iy
a5l Gaulagll clalal izl wludiobie uliga yar W el a1 ol Elal oL
dal] tlenal cond ol e le e fye 391 Loy padl ST a5l
From: Place your name on this line, and do not use a courtesy
title. If you believe that reader{s) may not know you, identify
yourself by using your job title or department name. Handwrite

your initials to the right or under of your typed name.

130 g 03,82 daini S g (ol LA 3ms B gainglh O g o7 3051
Amgcmang 3385 5985 ¢ s Lgile a8 g S
Subject: Since the subject often determines where or how the

memo will be filed and even if it will be read, it should be concise
and accurate.

PP TR Y0 P PRI (IS (WU [ D0 I T (@)
o2 o s pdlaa lgiell el Olaiadl S CC das puiagy o ey il S0
aasel) Jaul
CC. List names of other people who will receive copies of your

memo. The CC line can be placed in the heading, next to the
heading, or at the bottom of the document.
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The body states your exact purpose forwriting so that reader(s)
can quickly gain an understanding of the memo’s content and
how it related toc them. If the memo is longer than a page, use the
first paragraph to provide background information. An outline will
help you organize your thoughts. Focus your reader’s attention
on main ideas rather than on details and digressions. Strive to be
plain, direct, and brief. Decide on a pattern of organization that
best suits your purpose. The two most common for memos are
deduction and induction.

e Gty AaYl e e I3 waini o LY Dol audy
D ABULL o g3l B 35me le AN O Bale dacy
@2 dlga B mgall ddl Aals W G Al cBy a0 Aol ynwY ols
o daadl! 10 Jlae¥1 5155 @laas il Sie aaiiad - Jadlls Leiga
Blys e e 033958 9B Guill eyl Amline Jax B Beeua 3ilas
sl Bl e lasten 3 s gsngtl
Deduction presents tdeas in decreasing order of importance and
generally assumes that the reader is well-acquainted with the
topic under discussion. This strategy spares readers needless
loss of time wading through material they may already know.
Most business memos use this pattern. Place supporting facts
In subsequent sentences for readers who may be unfamiliar
with the subject. Place any background information last.
LU g
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Induction presents ideas in increasing order of importance.

If you have to announce bad news or your reader may not

understand the main idea without significant prior preparation,

use this form. Lead up to the most forceful idea; then present
that idea at the end of the memo.

Al kil e By by ,nl Lol ot SLasY Rl gy Biiga 3ges I il
&Sl Cra Tugde (58 w8 S0 36l )3 e 3,50 Ally Lgady
Alads Lo L3 smas Lraol s bl d G5l dael 3305 75155

Finish with a courteous and clear call for action. Tell your reader

precisely what results you expect to follow from reading your

memo. It may be helpful to include deadlines. Give the reader
a clear and specific sense of what fo do.

Attachments <alispall
3,801 e e gy Lglima Alla B dmiialt dilgr o wl5lE8 pe sas

Identify your attachments at the bottom of the page in case
they inadvertently get separated from the memo.
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Memo Exampies \

\ SN

Example (1, Jl—ie

AT TR
e Sl dmeall diand 1 |
Ladaallg dmendl Aol pud) i g
2010 ke 18 s L
p2Lall glasan DU Gl 8 pomandl jods 1 guingl
1515 pomandl ) 50 3 o ol 17 el ag g Lazan|

MEMO
To: Health & Safety Committee
| From: Joe Chan, Chairperson, H&S Ctte
Date: 17 Feb 10
Subject: Room change for next meeting

The meeting on Saturday, 20 March has been changed to
Room 101.

|
—— — . _
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MEMO
To: Katherine Chu, Regional Manager
From: Stephen Yu, Sales
Date: 17 February 2010

Subject:  Notification of My Resignation




/ | am writing to inform you of my intention to resign \
from G & S Holdings.

| have appreciated very much my four years working
for the company. The training has been excellent and
| have gained valuable experience working within
an efficient and professional team environment. In
particular, | have appreciated your personal guidance
during these first years of my career.

| feei now that it is time to further develop my
knowledge and skills base in a different environment.

I would like to leave, if possible, in a month’s time
on Saturday, 20 March. This will allow me to complete
my current workload. | hope that this suggested
arrangement is acceptable to the company.

Once again, thank you for your support.
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MEMORANDUM
To: S M Chan, General Manager
From: Samantha Ng, Office Manager

Date: 17 February 2010
Subject: Purchase of a Microwave Oven
1.Introduction

At the monthly staff meeting on Saturday, 13 February
2010, you requested information about the possible
purchase of a microwave oven. | would now like to present
these details.

2.Background

Since the move to the new office in Kowloon Bay, staff
have difficulty in finding a nearby place to buy lunch.

3. Advantages

Providing a microwave oven in the pantry would enable

staff to bring in their own lunchboxes and reheat their food.
Also, staff members are less likely to return to work late

&after lunch.
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/~ 4. Staff Opinion ™

A survey found that staff would like to use the microwave
oven.

5. Cost
Details of suitable models are given below:
~ Brand | Model | Price
Philip | M903 | $2,800
| Sharpe | R-3R28 | $2,600
~Sonny |  6145X $2,400
6. Request

If this meets with your approval, we would appreciate it
if you could authorise up to $3,000 for the purchase of the
microwave oven.
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Unless the memo is a brief note, a well-organised memo
message should contain the following sections:
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a.Situation - an Introduction or the purpose of the memo.
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b. Problem (optional) - for example: “Since the move to the
new ....., staff have difficulty in finding a nearby place to buy
lunch.”
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c. Solution (optional) - for example: “Providing a microwave
oven in the pantry would enable staff to bring in their own

lunchboxes and reheat their food.”
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d. Action -this may be the same as the solution, or be the part

of the solution that the receiver needs to carry out; e.g. "we would
appreciate it if you could authorise up to $3,000”
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e. Politeness -to avoid the receiver refusing to take the action

you want, itis important to end with a polite expression; e.g. “Once
again, thank you for your support.”, or more informally “Thanks".
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Here is an example of an e-mailed ‘memo’ to alert staff about
a visit from overseas guests:
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Dear 'Team’,

Just to let you know that (Name}) ..... will be arriving at the
office about 11am this morning with a party of delegates from
Hong Kong. Therefore from 10.30 onwards, can you all make
sure that you do not have any drinks on your desks and that
your desks are free from clutter, Also, no chewing gum whiist
they're here. Richard needs to make a good impression on
these visitors regarding a targe order for the circuit boards so
first impressions count and all that stuff.

| appreciate your co-operation.

k Name | J
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What to include in your memo

f am writing because .......

..... & GalasJl
The facts are .......

<l agasl qi e b
[ will, or | propose that you ......
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Generally, you should clearly state your purpose at the
beginning of the memo and request the action you want at
the end. Confine your memo to a single purpose. If you have
two purposes, write two memos. Take the time to analyze your
reader; that is, consider how he or she (always a single reader)

wishes to be approached with your message. Consider the tone
or language that will appeal to the reader.
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Writing effective memos helps keep the lines of communication

open in your company or department. By incorporating some of

the basic points from the memo examples above, you should
notice a deeper connection with employees and co-workers.

135 E\Muqﬂuﬂulm‘wrﬂ
The o Prsesa o Wding - Wokamace




: J=aall
e cenlall
ol g 3 St Gr T

x

-

Professional letters writing in
workplace
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A business or professional letter is a letter written in formal
language, usually used when writing from one business
organization to another, or for correspondence between such
organizations and their customers, clients and other external
parties. The overall style of letter will depend on the relationship
between the parties concerned.
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Letters remain hugely important in our everyday lives. People

still feel the need to have something confirmed in writing and a
letter can add the all important personal touch.
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Laying out o
Documents In Logical Segquence \
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The way that you lay out your document can help or hinder
your reader’s understanding. A poorly laid out communication
will usually be difficult to follow, but by giving a little thought to

its appearance, even if the basic words and structures are the
same, you can actually make it easier to read.
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Poor layout can also reflect badly on you. Although business
communication is generally becoming more informal, there are

still certain right way of doing things; if you do not follow them

your work will look slipshod and unprofessional 1o others.
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How to Format a Business Letter  \
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Letters are perhaps the most important communications
to get right because they officially represent your company or

organisation to the outside world. Sioppy work reflects badly not
only on you, but on the orgarnsation you represent.
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You write most business letters with the intention of getting
the reader to respond. Write your business letters with a clear
purpose, making those letters error-free, friendly, and pertinent.

All business correspondence should be on company letterhead,
and the form of the rest of a business letter is standardized.
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Before you begin writing a business letter ask yourself:
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Why am | writing this letter — what has led up to it?
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What do | hope to get out of it (my maximum aims)?
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What do you expect to get out of it (my realistic aims}?
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What is the best way to achieve this?
Sblasdl 5155 JEL Jore e Sla yiags I plin] ot cilaglall s L
Lol a0y palia uglie auetye galss (oMel 3 Ll puslss AR L
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Business Letter Format

1. Return Address Line 1

Return Address Line 2
2. Date (Month Day, Year)

3. Mr./Mrs./Ms./Dr.

Full name of recipient.

Title/Position of Recipient.

Company Name

Address Line 1

Address Line 2

4. Dear Ms./Mrs./Mr. Last
Name

5. Subject: Title of Subject
Body Paragraph 1
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Body Paragraph 3 ... ... .| cccciiiiiiinnins 3@uundt 3 s
it 0 0 sasasmeposasie -6
7. Closing (Sincerely...), e palndl) aslaal -7
8. Signature 35l - 8
9. Your Name (Printed)| i@l (ggsta o) vl -9
Your Title ol
10, Enclosures (2) 2alill =slaa 11— 10
11. Typist Initials. AoVl gyl pullall xS
5

The Elemenis of a Business Letter
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All business letters have the following elements: see form “1”

1. Your Address
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The return address of the sender of the letter so the recipient
can easily find out where to send a reply to. Skip a line between
your address and the date. (Not needed if the letter is printed on
paper with the company letterhead already on it.)

2. Date
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Put the date on which the letter was written in the format
Month Day Year i.e. August 30, 2009. Skip a line between the
date and the inside address {some people skip 3 or 4 lines after
the date).

3. Inside Address ‘:,J'ala.ﬂ Jiguzdl 3
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The address of the person you are writing to along with the
name of the recipient, their titte and company name, if you are
not sure who the letter shouid be addressed to either leave it

blank, but try to putin a title, i.e. "Director of Human Resources”.
Skip a line between the date and the salutation '

4. Salutation bt | o 4

e Siere e @l sl /3 sl faiY ($5ue) Seie
djﬂﬁwlﬁuwm_ﬂ TO LU SUE I N (e ) aylal
(64443.31&_9.@_9“ ).la.a.u_gi.ur_dlhﬁ_}i).[nud)gld_mnﬂ ._L..:Jg«.:.!o.n.n.\gan_g:.‘a.:-y
o last!
Dear Ms./Mrs./Mr. Last Name:, Dear Director of Department
Name: or To Whom It May Concern: if recipient's name is
unknown. Note that there is a colon after the salutation. Skip a
fine between the salutation and the subject line or body.

5. Subject Line (optional) (syluial) gouaqudl o 5
bl §oings duabe b @lival) Al Aggu 8T 0¥l Jany
Makes it easier for the recipient to find out what the letter is
about. Skip a line between the subject line and the body.
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6. Body PUTEY | J
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The body is where you write the content of the letter; the

paragraphs should be single spaced with a skipped line between

each paragraph. Skip a line between the end of the body and the
closing.

7. Closing aniladl . 7
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Let's the reader know that you are finished with your letter;
usually ends with Sincerely, Sincerely yours, Thank you, and
so on. Note that there is a comma after the end of the closing
and only the first word in the closing is capitalized. Skip 34- lines
between the closing and the printed name, so that there Is room
for the signature.

8. Signature gaiguidl e 8
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Your signature will go in this section, usually signed in black or
blue ink with a pen.

9. Printed Name soadas i
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The printed version of your name, and if desired you can put
your title or position on the line underneath it. Skip a line between
the printed name and the enclosure.

10. Enclosure anleall Slispall 10
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If letter contains other document other than the letter itself your
letter will include the word "Enclosure.” If there is more than one

you would type, "Enclosures (#)" with the # being the number of
other documents enclosed that doesn't include the letter itself.
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‘11. Reference Initials
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AG/gs or AG.gs _Jui
If someone other than yourself typed the letter you will inc-lude

your initials in capitai letters followed by the typist's initials in

lower case in the following format; AG/gs or AG:gs.
ol @3 5 o s sl oy

Letter Lavout and Punctuation \
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There are three main ways of setting out your letter, and two

stytes of punctuation. The ways of setting it out are:
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The fully displayed or indented style.
WS S8 2 s yaal sl
* The blocked style
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* The semi-blocked style.
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The two styles of punctuation are:
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* Full punctuation.
* Open punctuation.
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In the fully displayed style, the first line of each paragraph is
indented. The date usually appears on the right-hand side of the
page. An example of this style is shown in Form (2). This is the

traditional way of setting out a letter but it is now very rarely used
and has a rather old-fashioned look.
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The blocked style is the most common format nowadays. In
this format everything, from the date to the signature, is ranged
on the left-hand margin. There is no indenting; new paragraphs
are identified by leaving a line space. Form (3) is an example of
this style. It is popular because it is quicker. No time-consuming
layout is required - everything starts at one margin.

(2) pagus
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Form (2)

A letter set out in fully displayed format, with full punctuation.

/ Council Offices Distoh
Road Corfield Somerset
TA456BN

Tel. {01732) 68832
23 November 2009

Mr James Baker, Managing Director,
Corfield Cleaning Services, 68 King Street,
Corfield,

TA452Ve.

Dear Mr Baker,

When you won the contract for the cleaning of all council
premises, we drew up a very specific schedule of what was

Vequired in each building. /
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/ | regret to say that, in the few weeks that the contract has\
been in operation, your company does not appear to have
been sticking to that schedule as precisely as we would
wish. | enclose a list of shortcomings which our wardens
and caretakers have noticed over the last two weeks. As
you will see, the problems are not confined to one particular
building, which seems to indicate that there is some
misunderstanding over the interpretation of the contract,
rather than that one or two employees are not doing the job
thoroughly.

| am sure you will understand our concern that the service
you are offering is below the standard expected so soon
after the start of your contract. | would be grateful therefore
if you would look into the problem and let me know as soon
as possible what corrective action you propose to take.

Yours sincerely,

Patricia May
Director of Services /
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The semi-blocked format is very similar to the blocked.
However, the date is shown on the right-hand side, to make it
easier to see when looking for the letter in a filing system. Some
semi-blocked letters also place the complimentary close ('Yours
sincerely' or "Yours faithfully') in the centre of the page, to make
the letter look more attractive.
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Punctuation MHJ‘
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Fuli punctuation, as its name implies, means that ail punctuation
marks are shown. There is a comma at the end of each line of
the inside address except the last, which has a full stop; there are
commas after the salutation ('Dear Mr Brown') and after "Yours
sincerely’ or 'Yours faithfully'; and there are full stops between the
letters of abbreviations like V.A.T or M.B.E. form (2}, as welt as
being fully displayed, has full punctuation. Like the fully displayed
format, this style of punctuation is rarely used now.
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Open punctuation means that punctuation marks are kept
to a minimum. Although they are used in the body of the letter
through grammatical necessity, there are no punctuation marks
in the inside address, no commas after the salutation or the
complimentary close and no full stops between the letters of

abbreviation. Form (3), as well as being blocked, also has open
punctuation.
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Form (3)
A letter set out in blocked format, with open punctuation.

( JOHNSON BRYANT & CO \
ESTATE AGENTS
4 High Street
Lackingten
Tel. (01392) 43582
6 April 199X

Mr Keith Sargent
7 Laburnum Grove

Lackington
Dear Mr Sargent

Following our meeting yesterday, we would be delighted
to act for you in the sale of your house, at an asking price of
£120,000. Our com—mission is | per cent of the sale price,
payable on completion of the sale. Someone wilt call in the
next day or two to erect a 'For Sale' sign.

May | take this opportunity to thank you for placing your
house in our hands, and to assure you that we will do
everything we can to achieve a quick sale.

Yours sincerely

k Peter Johnson /
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The Salutation i |
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If you do not know who in the organisation might deal with
your letter, here are some guidelines to help you:
oloY) paall gl ol ) ehllas a5 38 4 M oSS S 1l - 1
1. If you are writing to a company, address your letter to the
Manager or the Managing Director.
EIRTHE . TP W PP TN TN BN < POR 9 b1
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2. If you are writing to a club or a professional institution, address
it to the Secretary.
L—-J-La.a(ﬁ.l.ul.i L&bﬁ@jﬂhﬂ\}gﬁ&lﬁ;ﬁlhl—:&
L&, all
3. If you are writing to a firm with a sole owner, address it to the
Proprietor.
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4. If you are writing to a local authority, address it to the Chief
Executive.
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5. f you are writing to a government department, address it to
the Minister or to the Permanent Secretary.
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6. If you are writing to a partnership (such as a firm of lawyers or
accountants)the strictly correct way to address them is Messrs,
as in Messrs Black and Green. However, since Messrs is the
plural of Mr and the partners are quite likely to be women, this
could give offence. It is therefore best to address your letter
to the Senior Partner. This also avoids any possible problems
with the salutation.
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Rules for writing E-mail in

WorkPlace
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E-mail is simply communicating with the written word. We
are not born with these skills or education. Qur writing skills are
provided to us as we go through grade school for the basics, high
school for more instruction and on to college.
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It is amazing to find that in this day and age, some companies
have still not realized how important their email communications
are. Many companies send email replies late or not at all, or send
replies that do not actually answer the questions you asked. If
your company is able to deal professionally with email, this will
provide your company with that all important competitive edge.
Moreover by educating employees as to what can and cannot be

said in an email, you can protect your company from awkward
liability issues.
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in business e-mail, u must have to mentioned the date,
subject, body of the e-mail, references and sender information
and designation.
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E-mail Form

Date:
Mr. XYZ

Designation -
Subject: (1) Payments

Dear Sir,

We have not yet received paument for order No XJ8103.

Could you plese attend to this matter as soon as possiple.
Subject: (2) Request

Dear Sir,

We would be very grateful if you could send us your catalogue
‘and current price list.

Reference to your dated_—_ regarding _, | would like to
lintimate that ‘

Thanks and best regards,
Sender information
Sender Designation
Company Name

Contact number

PS: This is a computer generated message and thus bears
no signatures.
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Below we list what we consider as the 32 most important email
etiquette rules that apply to nearly all companies.
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1. Be concise and to the point
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Donotmake ane-maillongerthan itneedstobe. Remember that

reading an e-mail is harder than reading printed communications
and a long e-mail can be very discouraging to read.
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2. Answer all questions, and pre-empt further

questions
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An email reply must answer all questions, and pre-empt further
questions — If you do not answer all the questions in the original
email, you will receive further e-mails regarding the unanswered
questions, which will not only waste your time and your customer's
time but also cause considerable frustration. Moreover, if you are
able to pre-empt relevant questions, your customer will be grateful
and impressed with your efficient and thoughtful customer service.
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3. Use proper spelling, grammar & punctuation
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This is not only important because improper spelling, grammar
and punctuation give a bad impression of your company, it is
also important for conveying the message properly. E-mails with

no full stops or commas are difficult to read and can sometimes
even change the meaning of the text.

4. Make it personal daii adlw) kadsal o 4
s £aS i wnwmglﬁm@mymu;!&;%
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Not only should the e-mail be personally addressed, it should
also include personal i.e. customized content. For this reason

auto replies are usually not very effective. However, templates
can be used effectively in this way, see next tip.
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5. Use templates for frequently used responses
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Some questions you get over and over again, such as directions
to your office or how to subscribe to your newsletter. Save these
texts as response templates and paste these into your message

when you need them. You can save your templates in a Word
document, or use pre-formatted emails.

6. Answer swiftly Gl bl __;:_;i_ 6
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Customers send an e-mail because they wish to receive a
quick response. Therefore, each e-mail should be replied within
at most 24 hours, and preferably within the same working day. If
the email is complicated, just send an email back saying that you
have received it and that you will get back to them. This will put
the customer's mind at rest and usually customers will then be
very patient!
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7. Do not attach unnecessary files
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Wherever possible try to compress attachments and only send
attachments when they are productive. Moreover, you need to

have a good virus scanner in place since your customers wili not
be very happy if you send them documents full of viruses!
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8. Use proper structure & layout
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Since reading from a screen is more difficult than reading
from paper, the structure and lay out is very important for e-mail

messages. Use short paragraphs. When making points, number
them or mark each point as separate to keep the overview.
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9. Do not overuse the high priority option
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If you overuse the high priority option, it will lose its function
when you really need it. Moreover, even if a mail has high priority,
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your message will come across as slightly aggressive if you flag
it as ‘high priority".
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10. Do not write in CAPITALS
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IT SEEMS AS IF YOU ARE SHOUTING. This can be highly

annoying and might trigger an unwanted response. Therefore, try
not to send any email text in capitals.
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11. Don't leave out the message thread
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If you receive many emails you obviously cannot remember
each individual email. This means that a 'threadless email’ will
not provide enough information and you will have to spend a
frustratingly long time to find out the context of the email in
order to deal with it. Leaving the thread might take a fraction
longer in download time, but it will save the recipient much

more time and frustration in looking for the related emails in
their inbox!
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12. Add disclaimers to your emails
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It is important to add disclaimers to your internal and external
mails, since this can help protect your company from liability. The
customer decides to sue your company for damages. If you add
a disclaimer at the bottom of every external mail, saying that the
recipient must check each email for viruses and that it cannot be
held liable for any transmitted viruses, this will surely be of help

to you in court. Also you have a good case of proving that the
company did everything it could to prevent offensive emails.
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13. Read the email before you send it
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Alot of people don't bother to read an email before they send it
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out, as can be seen from the many speliing and grammar mistakes
contained in emails. Apart from this, reading your email through
the eyes of the recipient will help you send a more effective
document and avoid misunderstandings and inappropriate
comments.
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14. Do not overuse Reply to All
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Only use Reply to All if you really need your message to be
seen by each person who received the original message.
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15. Don’t send one message to unsolicited multiple

addressees
E-mail Spamming (2) ,i Mailings (1) :Lede 3Uas 02
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1. Mailing, mail sent at one time to multiple addressees by a
sender (as for promotional purposes)
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2. E-mail spam, known as unsolicited bulk Email (UBE), junk
mail, or unsolicited commercial email (UCE), is the practice
of sending unwanted e-mail messages, frequently with
commercial content, in large quantities to an indiscriminate set
of recipients.
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16. Take care with abbreviations and emoticons
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in business emails, try not to use abbreviations such as BTW
(by the way) and LOL (laugh out loud). The recipient might not
be aware of the meanings of the abbreviations and in business
emails these are generally not appropriate. The same goes for
emoticons, such as the smiley :-). if you are not sure whether

your recipient knows what it means, it is better not to use it.
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17. Be careful with formatting
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Remember that when you use formatting in your emails, the
sender might not be able to view formatting, or might see different

fonts than you had intended. When using colors, use a color that
IS easy to read on the background.
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18. Take care W|th rich text and HTML messages
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Be aware that when you send an email in rich text or HTML
format, the sender might only be able to receive plain text emails.

if this is the case, the recipient will receive your message as a .txt
attachment.
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19. Do not forward chain letters
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Do not forward chain letters. We can safely say that all of them
are hoaxes. Just delete the letters as soon as you receive them.
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20. Do not request delivery and read receipts
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This will almost always annoy your recipient before he or she
has even read your message. Besides, it usually does not work
anyway since the recipient could have blocked that function.

Since his/her software might not support it, so what is the use of
using it? If you want to know whether an email was received it is

better to ask the recipient to let you know Iif it was received.
et cleadiun! llai 2]

21. Do not ask to recall a message:
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Biggest chances are that your message has already been
delivered and read. A recall request would look very silly in that
case wouldn't it? It is better just to send an email to say that
you have made a mistake. This will look much more honest than
trying to recall a message.
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22. Do not copy a message or attachment without
permission
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Do not copy a message or attachment belonging to another

user without permission of the originator. If you do not ask
permission first, you might be infringing on copyright laws.
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23. Do not use email to discuss confidential

information
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Sending an email is like sending a postcard. if you don't want
your email to be displayed on a builetin board, don't send it.
Moreover, never make any libelous, sexistorracially discriminating
comments in emails, even if they are meant to be a joke.
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24. Use a meanihgful subject
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Try to use a subject that is meaningful to the recipient as well
as yourself. For instance, when you send an email to a company
requesting information about a product, it is better to mention the

actual name of the product, e.g. 'Product A information’ than to just
say 'product information’ or the company's name in the subject.
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25. Use active instead of passive
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Try to use the active voice of a verb wherever possible. For
instance, 'We will process your order today’, sounds better than
Your order will be processed today’. The first sounds more

personal, whereas the latter, especially when used frequently,
sounds unnecessarily formal.
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26. Avoid using URGENT and IMPORTANT
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You must at all times try to avoid these types of words in an

email or subject line. Only use this if it is a really, really urgent or
important message.
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27. Avoid long sentences
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Try to keep your sentences to a maximum of 1520- words. Email
is meant to be a quick medium and requires a different kind of writing
than letters. Also take care not to send emails that are too long. If a

person receives an email that looks like a dissertation, chances are
that they will not even attempt to read it!
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28. Don't send or forward emails containing libelous,

defamatory, offensive, racist or obscene remarks
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By sending or even just forwarding one libelous, or offensive
remark in an email, you and your company can face court cases
resulting in multi-million dollar penalties.
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29, Don't forward virus hoaxes and chain letters
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If you receive an email message warning you of a new
unstoppable virus that will immediately delete everything from
your computer, this is most probably a hoax. By forwarding hoaxes
you use valuable bandwidth and sometimes virus hoaxes contain
viruses themselves, by attaching a so-called file that will stop the
dangerous virus. The same goes for chain letters that promise
incredible riches or ask your help for a charitable cause. Even if
the content seems to be bona fide, the senders are usually not.
Since it is impossible to find out whether a chain letter is real or
not, the best place for it is the recycle bin.
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30. Keep your language gender neutral {maleifemale)
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In this day and age, avoid using sexist language such as; The

user should add a signature by configuring his email program'. Apart

from using he/she, you can also use the neutral gender: "The user
should add a signature by configuring the email program'.
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31. Don't reply to spam.
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By replying to spam, you are confirming that your email
address is 'live’. Confirming this will only generate even more

spam. Therefore, just hit the delete button or use email software
to remove spam automatically.
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32. Use cc: field sparingly
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Try not to use the cc: field unless the recipient in the cc: field
knows why they are receiving a copy of the message. Using the
cc: field can be confusing since the recipients might not know
who is supposed to act on the message. Also, when responding
to a cc: message, should you include the other recipient in the
cc: field as well? This will depend on the situation. In general, do
not include the person in the cc: field unless you have a particular
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reason for wanting this person to see your response. Again, make
sure that this person will know why they are receiving a copy.

BT ;d\ c,ubu\ ,\9\ 25 945
‘conlill 2095 o3 ABY! 2

How do you enforce email ¥
etiquette? \

228 (yania (3 s gia g 5T gy Bewlen G 0 191 Bslasnl
Syl 9 I iy Ll il Zabaall Jais ¥y Jadl JS 2l
lgagds S Oglalall Ly o cms A bl S o 355 Ol g
Gl 18150 (S 1 g N sl 5] aelsB el Ll
Lt Bl 3500 P9 SIW s, 0 5510 el 5 ‘a'r..!x:-r.-wll__i aclgall
g SIY
The first step is to create a written email policy. This email
policy should include all the do's and don'ts concerning the
use of the company's email system and should be distributed
amongst all employees. Secondly, employees must be trained
to fully understand the importance of email etiquette. Finally,

implementation of the rules can be monitored by using emai
management software and email response tools.

"
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Effectively writing and responses
for complaints '

)yt Zaghl ol 131 Sg eime il Sae §5SE willax LS i
Sblas a s O S s L9 e LLgH1 A sl 0068 Ol Sy 1B
g5 91 3855 Al 50i5 5l Jlgal 3alel of culaiin Jlotgion! o i 55821
HSas A MW 531 Railly  agSn
Writing a complaint letter is often an undesirable task, but if
it is done well, the end result can be very rewarding. Complaint
letters can be used for the purpose of having products replaced
or money refunded, for changing company policy or government
legistation, for influencing the media, and so forth.

s Wy ol Adgantal) ALISAY waiﬁatﬁsi LS M Bale
e 31 S iy 0 (e em VLl (yn 53 2010 0y J38Y) iy S
Lesie a9 ) 3l Gass “Bgu iy cadgll Il dpua 658l llasdd
oin A pily dluaad du i loass b yoeag Lo jé e g€l Cillas LSS
cibllan 2 Slgal
Often a complaint letter is more effective than a simple phone
call or e-mail message. Furthermore, in many cases, the formality
of a complaint letter can add a seriousness to the situation that
will bring results. When writing your complaint letter, identify a

definite purpose and outcome that you want to achieve, and
indicate those ideas in your letter.

A lany ¥ i€y il GG a5 ollamy 13 b linl e usil]
oarall Ll golly LESN s 5pSall Gllas L alld pap . JuasY!
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Venting frustration may make you feel better, but it won't
produce the best results. Awell-written complaint letter addressed
to the right person, however, can be extremely effective.

0983 0oF my (558l 5o 2yl gl5) Bladll 518l il las
Effective complaints letters (and any other way of complaining)
should be:
ey 048 O O — 3asll @iblandl o
+ Concise letters can be understood quickly.
5 e @oils LS 5 Slilladl wlls — 2o ully 2311 lillasgl o
Aaadt (e g e 35535 ST ABlima plal — Auiga
« Authoritative Jetters - letters that are well written and
professionally presented - have more credibility and are taken
more seriously.
3 Juolizdl Jladl 2 6 By SN S — dudlgll cilillasd! o
($sSEI Jond £ 2 ¥ 5y Ofg ! s ludlantly ol gatlg 1 ol )
Factual letters enable the reader to see immediately the
reievant details, dates, requirements, etc., and to justify action
to resolve the complaint.
prds — dwbal olad 580 e dnleey! Slily @by — seldl wbllasdl o
a_._”,).u.ﬂ «;}1‘)|)_EJ13 ;"_):_h}”i
- Constructive letters - with positive statements, suggesting
positive actions - encourage action and quicker decisions.
oY WgleW Jal — dlelwas 2isls dadd Jamd — dagll clillasdl e
Backudl g LAl 3l 5 )50y oo (L0
+ Friendly letters - with a considerate, cooperative and
complimentary tone - are prioritised because the reader
responds positively to the writer and wants to help.
@5 (yag S!S Jadl BNl (sl e oISl 2a anss
g = = e g 3 il ppaidill (gol€A 1 Jailldlla

These complaints methods are based on cooperation,

Llan® zoga o .Mﬂlmﬂmuﬁllﬁ 1 72

TR o LR R (L B TIVE




relationships, constructive problem-solving, and are therefore
transferable to phone and face-to-face complaints.

590 HLURS il - &
write concise letters \',\

R i AT g 1 s 0 VL i g 3
a1 552 wlilad gol€alt cul sl 2 oystaladt 31 B3 @l bl
[Be- gt L NVERAL Sblasil . Jalsil ollas S 1oha Ol egiSar Yy oY
4@l Shllasdl LalSalg b gings Il L3SV llasdl o1l o AalS
i Jaleifl @ S~ Aoy it .@M@Q#‘tﬁyaﬂmmj
Ol cem Jhage chllas 56 O o 3 ST Y Ghllas 1,5 ) o
S 3 015 ued e JB1 2 B LW didad) gl (698l llad pui
om Ygh <05 L aBgll 7 80 193 ued (e Dule 38T Lyl 698801 olla
aibagaae 195 2 ALl W Alanilt o LAl gy o)l

We all receive too many communications these days, especially
letters. People in complaints departments receive more letters
than most, and cannot read every letter fully. The onty letters that
are read fully are the most concise, clear, compact letters. Letters
that ramble or are vague will not be read properly. So it's simple
- to be acted upon, first your letter must be read. To be read your
letter must be concise. A concise letter of complaint must make
its main point in less than five seconds. The complaint letter may
subsequently take a few more seconds to explain the situation,
but first the main point must be understood in a few seconds.

sasd Gy — collasdt Gl ey S8 abllasd Ludass MS.a oo
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Structure your letter so that you include a heading - which
identifies the issue and name of product, service, person, location,
with code or reference number if applicable.

Ao U Jreolidlly o)1 s Ala ! F5Last! S50 @3

Then state the simple facts, with relevant dates and details.

) ceamtan SIS (o rbomal s — it s 3 L S 51l g

Next state what you'd like to happen - a positive request for
the reader to react to.

A/ 9 Relit! Yo Aalanl) S e s bll ey Lind tlllaie gyacc
JEL e e Last ol o) Lglaos Lglaiia

Include also, something complimentary about the organization
and/or its products, service, or people. For example:
it Yy sl fatitentt Taatia Sotilia oS aal
Jads g ol AN IS gl sl J..as}'l Aadaill /3 5slh LeSls @ el

aazgll s dygndl dadaiis e S

"I've long been a user of your products/services and up
until now have always regarded you are an excellent supplier/
organization. | have every faith therefore that you will do what
you can to recnfy this situation.”

:Likaag REtl LML.J?_W o Laits pogl! gy el Lol S 13]
NTIRYS YR 4_|.c).” UJ'I Mo 38T Aalaill /Elal 1a Jams Bou

Even if you are very angry, it's always important to make a
positive, complimentary comment. It will make the reader and the
organization more inclined to 'want' to help you.

G L ¥ o35 e RIS Jgo Jugho bl 2 Bl Y1 ol a5y
Jeeobial! 35l @5 ¢ yrad cillax 2V

The main point is, do not bury your main points in a long letter
about the problem. Make your main points first in a short letter,
and attach the details.
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Authoritative comnlainls letters 4

have credibility and carry more
: weight \
13 b indl 5 glSA il Bolin Apanl 4 dranalyan, b€ 35150 lasul
OosW 9 AE g2 lad pday s iall La .3 58 Al yaliae 4 G001 01
plozicl radaglly dal juall G L gl dalll ety igll @asal! 8 Sl
Ao et Aa3 (e usnas 5y gucs Bactieione Lol ol ,uals ) ABLEEN ey LIS
cbllas slact e scls of Lo DS = cleailll Camas cauly 3 S
OScas iy 45 daga i cbillas dle a0 (S Le 81 duca 51 plula
oy cbilg. bl g ol 23y 5o 3]~ bl sms ¢ s e Lgasan e b
Ad ol ol el e il o155
An authoritative letter is especially important for serious
complaints or one with significant financial implications. What
makes a letter authoritative? Professional presentation, good
grammar and spelling, firmness and clarity. Using sophisticated
words {providing they are used correctly) - the language of a
broadsheet newspaper rather than a tabloid - can also help to
give your letter a more authoritative impression. What your letter
looks like, its presentation, language and tone, can all help to
establish your credibility - that you can be trusted and believed,
that you know your facts, and that you probably have a point.
(ool e Wil S SIS 1l — shlad o) jad (G 52 Sa LAl
Joealisy L@ ;3‘1 oo KB = Alaitt shgatly Gl Gy adsid
g lalidly (LS pa ales by Amimis o lall ja ldly lgial!
ctlaBel cood claad gl
Sothink about your letter layout - if writing as a private consumer

use a letterhead preferably - ensure the name and address details
of the addressee are correct, include the date, keep it tidy, well-
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spaced, and print your name under your signature.

pale) Gas a3 Lha Ol el i L pases I ublled coend 13
51 A8l 52 9358 g o) Andd cilmin 2] 13 (Lpudsill aluziuly
alaxiul sale) sl e 1o €00 icilan S pa 0 e gl cdsal
(amacadtt 1] "ene” 5 azat)
If you copy the letter to anyone show that this has been done
(normally by using the abbreviation 'c.c.' with the names of copy
letter recipients and their organizations if appropriate, beneath the
signature.) If you attach other pages of details or photocopies, or
enclose anything else such as packaging state so on the letter

(normaliy by using the abbreviation ‘enc.’ the foot of the page).

e Ut ingln Lfalail cypinS eeld llasdl Lol 1,5 Laie
las B8 ol LU olad¥ s Blat¥ e )55 Of (S gl (oIS
A ligin ()95 al ym Wl A2 Gliny Jais 201 s )
When people read letters, rightly or wrongly they form an
impression about the writer, which can affect response and

attitude. Writing a letter that creates an authoritative impression
is therefore helpful.

dsil gl Giliadl JS ol wbiblas gauais gl —an
Complaints letters must include all the facts
Mjﬂuﬂdgiﬁiﬁluu&iuﬂmlwllcm_m
@: Bl g8 ol g g ccbllan M it cilel 2 Y (e
'I.a_).aln thmmalgad,}@t);.]iwmy wnY Lgal el g5S3
el cadisal of 33¥all, e Ldla.x.g;; 20950 G Aalaill Ca ISy 0l s
dswumeL&ail!u‘ﬂ Aasall @il sy 5t g A Ll M (faiaies
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sty 3 y9ums Abiall @l Juelidly ol L Gilasd! aadi il (e ST
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In the organization concerned, you need someone at some
stage to decide a course of action in response to your letter, that
will resolve your complaint. For any complaint of reasonable
significance, the solutionwillnormally involve someone committing
organizational resources or cost. Where people commit resources
or costs there needs to be proper accountability and justification.
This is generally because organizations of all sorts are geared to
providing a return on investment. Resolving your complaint will
involve a cost or 'investment' of some sort, however small, which
needs justifying. If there's insufficient justification, the investment
needed to solve the problem cannot be committed. So ensure
you provide the relevant facts, dates, names, and details, clearly.
Make sure you include all the necessary facts that will justify why
your complaint should resolved (according to your suggestion
assuming you make one).

L’il.launa.lqa.m ﬁisq@l@é;@l.‘ahl@ﬂlq bl
Constructive letters and suggestions make
complaints easier to resolve:
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Accentuate the positive wherever possible. This means presenting
things in a positive light. Dealing with a whole load of negative
statements is not easy for anyone, especially customer service staff,
who'll be dealing with mostly negative and critical communication all
day. Be different by being positive and constructive. State the facts
and then suggest what needs to be done to resolve matters. If the
situation is complex, suggest that you'll be as flexible as you can in
helping to arrive at a positive outcome. Say that you'd like to find a
way forward, rather than terminate the relationship. If you tell them
that you're taking your business elsewhere, and that you're never
using them again, etc., then there's little incentive for them to look
for a good outcome. If you give a very negative, final, 'unsavable'
impression, they'll treat you accordingly. Suppliers of all sorts work
harder for people who stay loyal and are prepared to work through
difficulties, rather than jump ship whenever there's a problem,
Many suppliers and organizations actually welcome complaints as
opportunities to improve.

Example Jln

s s Egidgh
Subject: Defective product

.Dear Mr. Morgan Olga [l g3

2 @SB E e 123445 @3; Jhast XYZ jusdl pide ool sal
augaidl GolSant g vcume ikl ol bele @Slaad ol cal 23 - aigy 20
5k Ll Lgde (330 o @838 55 o1 521 1 5 agaatl
| had bought the XYZ Baking Product, receipt number 123445
from your Company on 20th June. | regret to inform you that the
product is defective and my numerous verbal complaints to your

personnel have yielded no results.
dath gl diage G35k danton ey gl Vs Juied o Ll e Ll
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| request you to either replace the product with a functioning
new product or refund my money within one week.

Al st Gl nlt) 2 @Solowiia yo e gl g ol 3 1y 0yl o)
Al oa Jobin ) ped! @SSl ol
| have never been let down by any of your products in the past
and | look forward to your immediate action on this occasion.
) 52 3L50 3 5l e e b Jlan ¥l (ol dulo 38,1 23

I am enclosing a copy of the Receipt to help you initiate
immediate action.

Thanking You, ul ;S50
Sincerely, ol
Encl: Copy of Receipt Sl Wb e Ao ralil iy
Tips aaluad

6 i) 22 S4B o0 o sl & b lfas-
&S aDeb

compiaint letters are easy for
these 1opics

adlodl audid pals gSuin. o |

1. Complain about a delay in an order

20led LI B e bl e sl I cgll Caly Lasde sipead
3l €N iy allait 1 Sl M s o el g
¥l oia 2 sail e fad) 5 jguan o)lad 3 2ale
Tips: When the time goes beyond the standard "six to eight

weeks for delivery," you may need to send this letter. Be aware

that a friendly reminder usually works better than criticism in
these cases.
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2. Complain about a faulty delivery or a shipping error

(IS oty e Mhae B ik 5 JlaeWl Jilgs @laas o)} S50 Al
illas oty O e - Jole o 1 ctban Jgogll slasiand e (0555 Cagu
18 13 Lgabiaal a0 Bl e ol 5ue il walmals (K05 e
weadgll paeaal a3 ,0g A Aeas 35,5056 3 g Gl Coaud 03 &S, A0
eaaiilh s sl oy Ll JaF e dada 88 it I sl gond (0l e g
Aasobo LgiSTy 28085 3y ho oy Liin (e
Tips: Remember that most businesses want satisfied
customers, so they will be willing to work out an equitable
solution. Your letter should communicate clearly, but respectfully,
that you are dissatisfied with the service you have received. If the
company has repeatedly given you bad service and refuses fo

correct the situation and you feel your only recourse is to pursue
legal action, voice your feelings in a tactful but firm way.

adals ps ual duguid gl svasw g oSy =3
3. Complain about an unfair insurance payment or
settiement

Ok2 L 3mied Lo J3)  3llasll gl Aa Al gt b ais Lanic 1dapadll

asll clillan (e Uil o ST s st Gydat! gan) 9o et Vs

cilae Jalail] 5 oaicu g B, 01 gl 131 ulidllas ey Bgu gl
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Tips: If you feel that a settlement, proposed or given, is less

than you deserve, this letter may be one way to get it changed.

Be sure to include documentation that will support your claim.

if the company seems unwilling to work with you, or refuses to
consider your appeal, you can send the same information in

wloel wada o tednd Aol -‘JL‘-Jﬁ 1 80
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an appeal to the agency that regulates the insurance industry
in your country. Remember to communicate facts, not anger or
frustration, and don't insult the insurance company. You may
handle other complaints to or about an insurance company in the
same way.

VR TI (PE AT \j' _
The Responses 1o The Complaints * \

Pl

When you are Not at Fault Lilaiee 5955 ¥ Lelie

Practice awia haundl
gl Al salSall iad Cnae wlds o -
- Brainstorm complaints that you have had.

L) camies ST laluad mal -

- Chose one to respond to.
AL W) daglasiit oka st -
- Follow these guidelines.
Tone atrdd |
(Bilaadl wlisy dole Laih basial o
- Maintain a neutral tone and stick to the facts.
Laga oS »
« Be courteous.
1. Opening alauall L |
Ky o yaliiag dean i LA 403 AL 4Ll e jaRdll A
s staeYl ol ablall e (glany @gd) pain (ST slKAN Ll
AJUW algaatt Lo ol el 2 Y
Thank the person for writing about the problem. Acknowledge
the person and the feelings. People write complaints to be

heard, to get sympathy, an apology, action, or some financial
adjustment.
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“I'm sorry” and “| regret” means you did nothing wrong.
Mok (5,8 iesban gt} s el
“l apologize” means you did do something wrong.
RUINUEN PP SPUPRU NIV 3 | FERVSUR VI -1 B
- Thank you for your e-mail expresstné your disappeintment,
a8 el dus pall Lindael bl jual -
- | appreciate you letting us know about this.
ol wgal 1 -
- f understand your frustration.
Slhgasn/ il lacsl (e 4 oy Le e canf -
- | regret you had trouble/difficulties.
g Jlni¥ sgin oh L egall cgu le cand W1 -
- We regret the misunderstanding/miscommunication about .....
woae gy linbiiel ahe L ol -
- We are sorry to hear about .....
2. Focus S pudl o 2

Slats i el 130 1 3 2ummth AN Wl
Relate to the specific problem. Explain why you are not at
fault.
(b 3l 58 Jads Latie o aglll ity (OMRN O o 28 Y
Do not suggest that the reader shares the blame, even if s/he
does.

Lol Joline 2t/ Uil 755 Ui OIS < dandl g =
- Unfortunately this was beyond our control/out of our hands.
e 3 e gl Jadd o e o L cad -
- I'm sorry that we couldn't do anything about .. ..
e Jois Lisbaghas/Lina b /Ulae o ~
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- OQur handbook/policy/information says ....
e Ol LYl eSS -
- We were under the impression that ...
..... ).;u::i Lg,:).ﬂj q-dl L'_ll.Aj.La_U -
- The information you provided indicated ....
3. Action sl o3

Relate 1o what the reader wants Soolal oo L dads s
o L;I A;m.'l.c_g NN La Commes —
- | looked into what happened, and | learned that .....
oo gl iSIs (3NN oy o e sl Jain) e o ol eged
- Unfortunately | cannot (do whatever the reader wants) but | can

A allas el Cagu
- | will pass your letteronto .......
4. Closing anikadt o |
End on a positive note. Aol A wbilas &
3agad) Aulle Uliae Qoo jied/(yge jila il
- We are committed to/take pride in high-quality customer service.
A il @ga ol -
- You are important to us.
SoAI s Gpa e LT 583) ol Gy w5l 8 iy A e Ll -
(Sl 95 g

- We look forward to seeing you again and trust that (mention
things from the letter that will be better.)
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Response to a Complaint "i

e Y
Apology
Practice ais  Lsund
Lgiah it gglSall Liad Cavae ciluda ol
Practice Brainstorm complaints that you have had.
RN L PR ] POBCTY
Chose one to respond with an apology.
Follow these guidelines 230 ¥ Jo glade)) 00 2451

Tone dnzidi

A e O3 Walg il e e
Express your regret and concern, but not too much.

Don't make excuses or offer long explanations.
WM s e we b F (S daliall oyl ice Y
Sincere apologies can help mend relationships.
1. Opening alidall o 1
Acknowledge the mistake. Alogndls v e
- We have received your letter of February 19, 2009 about ........
2. Focus s gl 2
Olime W alas dles Llasd) fpe Adgiod! Lat s wlilaliy o 30
Admit your mistake and accept responsibility for the error: the
“pure apology” sentence.

saads Ll o &GT ol L M) asldl 2 ah)liy Juaslt ol 20
N EIMIPEN
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Do not suggest that the customer share the blame (e.g. by
suggesting s/he is too sensitive).

Do not blame someone éelse. e gams M aghildagsy
g Lolasd e ol Al -
- Thank you for notifying us about ....
- We are sorry to hear about _.... oo e e Lasd i -
- We regret the error ... cees Unzel ity cali -
- | apologize for .... v o bt 3L -
- Rarely happens. 5ol G e
- You are correct. (o pake il -
- That should not have happened. ol Sy W1 i IS -

bl |/ sllal i @il 5] -
- | understand your disappointment/frustration.

3. Action it o3
(L3 1S e 131) st aguctlh s Joull dsaithy Lmihy
Be clear about the solution, adjustment or compensation (if

asked and appropriate).

- We will not charge you for ... V1 L« JEI T PERD U PV
- Enclosed is ... ceee ablaadl JA 0 aage -
- We are willing to ... RS, JEY VKO0 B PR

- As a token of our regret ... coee Ll R puagy -
4. Closing adlsld _ 4

Try to restore the customer’s faith. You could apologize again.
Jamiodt 2 aliladl e MAL oliD cagu oS p L
Explain how you will avoid similar problems in the future.

End on a positive note. Aplet alaa Ma I gl
- Again, my sincere apology. BN ESY L_;Jt_'ﬁnl‘ggﬁ‘.‘l iya-
- We have high standards for ..... ceen At adle julea Loud -

185 E\‘ Jusll gug, = el sgeal Al sk
4 = P T e e L U B

Ere*



(3130 138 Eigam 51 ST aae e S @lglan Y1 i -
- We are taking steps to ensure that this does not happen again.
e U“ L’LﬂLj ‘QS.,LQ.L‘I JJ.EJL)_‘R'_? -
- We appreciate your business and hope that .....
i B i) I pilas -
- We look forward to seeing you in the future.
- You are welcome to call me to discuss this further,

Tips adluad

610 20 OB Bulsin Vi SLlfas
ERRY
Response letters are easy for
these topics

dnid 3 Bad po avasi Lol e adaleag o | ciuadidid o |
1. Respond to a complaint and treat it as valuable
feedback

Jemtl 55031 Jand dp i Lo 7y Byl lilaasg

Tips: This is a good public reiations letter. It lets the customer

feel appreciated and it gives you an opportunity to explain what
you are doing to make things better.

wllazill clialq Ueall psu Ladus oSl | ciiadioia w2

a0 j W
2. Respond to a complaint while admitting fauit and
making an adjustment

Lgie byt Jaets 65<alt @l ol 3 ymas Olasd! laa oS! A pall)
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Tips: Write this letter as soon as you have received and
investigated the complaint. If a customer takes the time to
complain, you can probably retain his or her business. It takes
less effort to satisfy a current customer than to attract a new

one.

Slagleall yn awjndl Jlalia Sdqsoion Jl wadins o3
3. Respond to a complaint, but needing more
information
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Tips: When you don't have enough information to respond

to the complaint immediately, this letter will serve to either ask

the customer for more information or to inform the customer that

you are collecting more information from another source before

responding. It lets the customer know that you take the complaint
seriously.



casd)!
LI e Sl 11

(1) st Guls
The answer of test “1”

Score: 10/ 10

ReporieStage: Report Content

Introduction Section 1 Who requested the report

Introduction Section 2 When the report was
requested

Introduction Section 3 Why the report was

requested, and the Aim

Introduction Section 4 Qverview of the structure of
the report

Procedure Section 1 When the data was
collected

Procedure Section 2 How the data was collected

Findings Description of the

information you discovered

Conclusion Section 1 Summary of what you
discovered
Conclusion Section 2 Your ideas about the

reasons for the things you

discovered

Recommendations What you think should

happen
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The answer of test 2"

Scare: 10/ 10

Phrases

Introduction - Who

requested the report

This report was requested
by...

2 introduction - When the | The report was requested
report was requested on ...

3 Introduction - Why the | The report aims {o...
report was requested, and
the Aim

4 Introduction - Qverview of | The report presents ...
the structure of the report

57 Procedure - When the|Data for the report was
dala was collected gathered from . to

6 Procedure - How the data | Primary data was collected
was collected by surveying. ..

7 Findings - Description | The survey respondents
of the information you | said that...
discovered

8 Conclusion - Summary of | In conclusion, the resuits
what you discovered show that.

8 Conclusion - Your ideas || believe that the reasons
about the reasons for the | for this include. .
things you discovered

10 Recommendations - What | These conclusions lead to

you think should happen

a number of possibilities for

further action. These are..
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(3) Jst uls
The answer of test "3"

Ivpe of Report

Tt Tadd Inli 1
Description

Incident Report

a report describing
something that has
happened

Accident Report

a report describing how
someone was hurl  or

something was damaged

Sales Report

a report describing how
many goods or services
were sold, and the reasons
for any differences from the

plan

Progress Report

a report describing how
close you are to completing

something you planned

Feasibility Study / Report

a report on how practical a

proposal is

Recommendation Report

a report on what your

organisation should do

Site

a report on what has
happened in a place, and
how close your organisation

is to finishing construction

Case Study

an academic report on how
and why something has

changed over time
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IN English
A- Books

1- Elizabeth James & Carol Barkin {1998) How to Write Super
School Reports, Lothrop, Lee & Shepard Books: Morrow, New
york.

2- Katherine Heritage (2003) Report Writing IN A Week, Hodder
& Stoughton: Tottenham Court Road, London.

3- Steve Gravett (1998) Write Report, Elliot Right Way: Brighton
UK.

B- Web Sites

4- Steps in the Research and Writing Process.
5- Learn to Evaluate and Edit.
6- Young Writer's Clubhouse.
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