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Chapter 4
1. Identify the four aspects of being sensitive to audience needs when writing business messages. Explain what is meant by the "you" attitude.  
The four aspects of being sensitive to audience include sensitive communicators, good etiquette, attitude and fourth being careful with biased language. The “you” attitude means that when you write or speak to the audiences you express their interest, wishes, preferences and hopes rather than yours.  
2. The text emphasizes that establishing credibility and projecting the company's image are vital aspects of building strong relationships with your audience. What are ways writers build credibility with their audience?  
First, Credibility is a quality of believability or reliability that one has. Writers can build credibility with their audience by demonstrating the aspect of expertise, honesty, awareness, sincerity, testimonials, objectivity and performance. 
3. Explain how to achieve a tone that is conversational but businesslike and explain the value of using plain language. 
To achieve a tone that is conversational but business like, one need to:
· Be careful with intimacy in that you avoid sharing personal details
· Avoid pompous and obsolete language such as “please be advised”
· Understand the existing difference between writing and texting. In this case when writing do not write like you are texting friends.
· Be careful with humor. Like when making formal messages avoid humor. 
The value of pain language
Plain language gives information in unadorned and a simple manner enabling the audience to grasp the meaning easily. In this case, the audience can understand and act responsibly upon reading the message for the first time. 

4. Define active and passive. Provide examples of both. Explain in what three situations you should consider using the passive voice.  
Active voice: subject performs action and object receives the action. For example, “Jane sent the e-mail message”
Passive voice: the subject receives the action. For example, “The email message was sent to Jane”
Three situation you can use Passive voice
· When you want to demonstrate the “you” attitude
· When you wish to diplomatically point an error or a problem
· When you wish to say what is going on without giving a credit or a blame attributes to the proceedings. 
5. Describe how to select words that are not only correct but also effective. Explain how an abstract word differs from a concrete word. Provide an example. 
. 
To select effective and correct words balancing concrete and abstract words, using familiar and powerful words, careful use of jargon and buzzwords, and avoid use of clichés.  
Abstract words are used to express characteristic, concept or quality. For example, honor, love, beauty and tradition expresses attraction. Concrete on the other hand are words that can visualize, touch or see. In other words, they are material or tangible words. Examples include table, red, chair, bright etc
 6. Define the four types of sentences, and explain how sentence style affects emphasis within a message. How can you use sentence style to emphasize key thoughts?  
Four type of sentences:
1. Simple sentences. Has main clause
2. Compound sentences. Has two main clauses that shows independent although related ideas of equal measure.
3. Complex sentences. Has one main Clause and another subordinate clause of a lesser importance
4. Compound-complex sentences. Has two main clauses and one subordinate clause

Sentence style may affect emphasis through playing down or up some specific part of the sentence. In this case, you can place the part you wish to emphasize at the end of the sentence to make it the subject of that sentence. To reduce emphasis on that part, you can put it at the middle of the sentence. 

Chapter 5 Questions:

1. List four techniques you can use to improve the readability of your messages.

To improve readability of a message:
· Use short words and target to maintain a sentence under the limit of 21 words.
· Be cautious when using adverbs and adjectives ensuring that the strongest one are prominent
· Stick to one concept in a chapter or an essay and one paragraph should have a major point in it. 
· Make headlines with large text blocks that allows the reader to skim easily.  

2. What is parallel construction, and why is it important? Provide an example of parallel construction.

Parallel Construction is arranging words so that they get into correct syntax. 

It is important as it helps in both speaking and writing. 

Example
Before: I like to travel, dance and to shop

After: I like traveling, dancing and shopping 

3. Describe the steps you can take to improve the clarity of your writing, and give four tips on making your writing more concise.

To improve clarity in your writing, 
· Rewrte hedging sentences
· Break down overly long sentences
· Rectify dangling modifiers
· Impose parallelism
· Reword the sequence of long noun
 To improve concise, it is necessary to include materials that are necessary only and make uncluttered sentences. This can be done through deleting unnecessary phrases and words, removing redundancies and making overly long words short.
 
4. List four principles of effective design, and explain the role of major design elements in document readability. How does white space help with readability on mobile screens? 

         principles of effective design include:

1. Writing short paragraphs to make impression
2. Give emphasis for active verbs and concrete nouns
3. Apply specific language rather than general language
4. Visualize some areas of your writing like in presentation so as to bring the essence of spotlight. 
The role of major design element is to enhance the comprehension and readability. The reader is able to believe that the writer intelligent and we-organized person.

The “white space” is the unwritten part of any message. It gives an alignment of the text, shows the begging and the end of a paragraph and it gives the essence of visual relief.  
5. Apply your understanding of the text as you answer this question. What are the ethical implications of murky, complex writing in a document whose goal is to explain how customers can appeal the result of a decision made in the company's favor during a dispute?  
1. Proper use of words without alteration in their meaning
2. the writer should highlight all legal points so that customer can understand them
3. the support should make bullet points so that the sentences are not lengthy
4. the message should be delivered to the customer as early as possible.

Chapter 7 Questions:
1. Explain an effective strategy for writing routine business requests. What are three guidelines for asking a series of questions in a routine request? 

When writing an effective strategy for business routine requests:
Start by stating your particular request
Make a body to justify your request while explaining its relevance
Close the request by asking for a specific action that need to be take while expressing goodwill and the deadline. 

Guidelines for asking a series of questions in routine request include:
1. Request should be written upfront to attract maximum attention
2. Elaborate the details for the request in the body message
3. Close the request by specifying crucial information such as how you can be reached
4. Close the request in a courteous tone. 

2. Should you use the direct or indirect approach for most routine messages? Why? 

Direct approach should be used when writing a routine message so that positive message can create a great impact to the audience. Also direct approach makes the message clearer to the audience. 
 
3. Outline an effective strategy for writing routine replies and positive messages. If a message contains both positive and negative information, what is the best way to present the negative information?

Effective strategy for writing routine replies and positive messages involves use of direct approach since the audience will generally get interested in the message. The strategy can also involve placing your main idea at the opening section of the reply. Besides, the body is used to explain important details as well as highlighting the benefits of the same. 

The best way of presenting a negative information when the message contains both negative and positive information is by starting with the positive one and then convey the negative one in a positive manner. The writer should maintain a rapport with the audience while understanding the cultural implications that would arise from the message. 


4. How can you avoid sounding insincere when writing a goodwill message?

A goodwill message can appear sincere by complimenting it with valid proof and zero exaggerations. The information should be specific as this increases the sincerity of the message. 
5. What are three principles to follow for writing a condolence message?
1. Write the message in a simple language
2. Write good qualities regarding the deceased person
3. Keep the reminisces as brief as possible 


Chapter 8 Questions:
1. What are the five goals when conveying bad news? 

1. prepare your message. It should be crisp, truth and polite
2. get ready with the reaction form the message and do not overreact to the responses
3. Try to remain composed and calm when conveying the message
4. Ensure you have a consultant or be able to console the audience
5. Deliver the news and stay with the receiver until he or she becomes to normalcy

2. What questions should you ask yourself when choosing between the direct and indirect approaches? 

· What is the nature of the news?
· How does the receiver perceive direct approach communication?
· Is the bad news am about to deliver of a shocking nature or not?
· What is the level of importance is this message to the receiver?

3. What is the sequence of elements in a negative message organized using the direct approach? What is the sequence of elements in a negative message organized using the indirect approach? 

The sequence starts with the bad news. The bad news is then backed with reasons and evidences. Upon conveying the bad news, close it with positive thoughts. This will maintain the reader’s goodwill. 

Open the indirect message with a buffer. This is a neutral content that brings a common ground with a receiver. Next, proceed with the reasons for the negative news along with any relevant information. Continue to the bad negative news in a clear manner. Finally close the news respectfully as well as discouraging the occurrence of the same in future.
  
4. What is a buffer? What is the advantage of using a respectful, ethical buffer?
A buffer is content created by selecting good words that creates neutral, close relation and non-controversial situation with receiver. 
Advantages of buffer
· Buffer helps receiver not to get confused or mislead from poor information
· It creates a general ground that enhances in conveying bad news. Thus relieving receiver from shock
· It portrays thoughtfulness and considerate nature of the massager. 


5. Explain how to use the indirect approach effectively when conveying negative news, and explain how to avoid ethical problems when using this approach. 
Indirect approach starts with a buffer. It then gives an explanation of the reasons and clarifies the negatives news which is then closed with respectful remarks. 
When using this approach, ethical issues can be prevented by paying attention on not to obscure bad news, which may trivialize the concerns of the audience. In other words, try not to divert the receiver into thinking that you are conveying good news. 

Chapter 9 Questions:
Some of the questions require that you apply the principles from the text to your answers rather than identify the ideas from the text.  

1. What are some questions to ask when gauging the audience's needs during the planning of a persuasive message? When writing persuasive messages, why is it so important to give special attention to the analysis of your purpose and audience?  

Common questions include:
· Who are my audience?
· [bookmark: _GoBack]What are the requirements of my audience?
· What do I expect the audience to do?
· What is the demography of the audience?

It is very important to pay special attention to the analysis of your purpose and audience when writing persuasive message. Usually, the persuasive messages ask people to give up their money, time or other resources. It is therefore important to get right information that will convince the audience on the benefits of responding to your purpose.  


2. Describe an effective strategy for developing persuasive business messages.
 Effective strategy for developing persuasive business messages may involve framing the arguments, balancing logical and emotional appeals supporting your position and anticipation of objections.  

3. How do emotional appeals differ from logical appeals? What are three types of reasoning you can use in logical appeals? 

Emotional appeal relates to the feelings and sympathies to reinforce your position when making persuasive message. Logical appeals on the other hand involve use of facts and evidence to reason.

Types of logical appeals include:
Analogy: This involves reasoning from a certain evidence or making a comparison between two different situations or things.

Induction: The reasoning made here is based on a particular fact that lead to a general conclusion

Deduction: Reasoning begin with generalization which is then followed by a specific conclusion. 

 4. What is the AIDA model? What are its limitations? 
AIDA model is a method used to frame the argument when writing a persuasive message. The limitation of the AIDA model is creating attention from the audience, develop Interest to the receiver, maximize Desire to the audience and Answer any objections that might arise as well as motivating a particular Action. 

5. Give your perspective as you answer the following question: is the "hard-sell" unethical? Why or why not?

“Hard-sell” is unethical since it is designed to entice a consumer to buy a good or a service in a short-term manner instead of having enough time to evaluate his or her potentials and options and the strongly decide on whether to purchase or to wait. 
