EN2150: Week 3 Assignment


[bookmark: _GoBack]How can I effectively compose routine, positive, negative, and persuasive business messages?
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	This assignment helps you apply your knowledge from this week’s modules and readings.
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	Healthcare employees are expected to be effective communicators with written and spoken communication. In order to send a variety of messages to others, in a way that is understandable and well-received, you must follow the three-step writing process.


50



Brief Business Messages
Answer the following questions.

1. According to your textbook, when is an email message appropriate for communicating? [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\Type_02.png] [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\QAR_01.png] [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\Points_02.png]

Type answer here

2. List two purposes of good email subject lines? [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\Type_02.png] [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\QAR_01.png] [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\Points_02.png]

a. Type answer here
b. Type answer here

3. List the four reasons when an inter-office memorandum would be more appropriate than sending an email. [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\Type_02.png] [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\QAR_02.png] [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\Points_04.png]

Type answer here
Type answer here
Type answer here
Type answer here

4. Business letters are more confidential than messages sent through electronic media. [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\QAR_03.png] [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\Points_01.png]

☐ True
☐ False

5. What is the best advice for using instant messaging or texting on the job? [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\QAR_03.png] [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\Points_01.png] 
	   
(Select only one)
☐ Use jargon, slang, or abbreviations freely to save time.
☐ Feel free to use instant messaging or texts to send sensitive information.
☐ Learn about your organization's messaging policies
☐ Make yourself available at all times.



Writing Routine and Positive Messages
Answer the following questions.

6. Identify the 3 channels through which typical positive and neutral messages travel in the digital era. [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\Type_02.png] [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\QAR_01.png] [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\Points_03.png]

a. Type answer here
b. Type answer here
c. Type answer here

7. Write a positive business message to the following scenario: 

You are working at a hospital, and the lobby is getting new furniture and a new layout next month to make patients more comfortable and improve the check-in process. Your supervisor asked you to write a message to your fellow staff members about the patients’ new seating arrangements in the lobby for this month’s newsletter. Use the 3x3 writing process to plan, draft and revise your message. [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\Type_01.png] [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\QAR_03.png] [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\Points_06.png]

Type answer here



Writing Business Messages
Answer the following questions.

8. Describe the strategies for composing negative messages in the table below. [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\Type_02.png] [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\QAR_01.png] [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\Points_05.png]

	Negative Message Strategy
	Description of the Strategy

	Explain clearly and completely
	Type answer here

	Project a professional image
	Type answer here

	Convey empathy and sensitivity
	Type answer here

	Be fair
	Type answer here

	Maintain friendly relations
	Type answer here













9. The bad feelings associated with disappointing news can generally be reduced if the receiver knows the reasons for the rejection, feels that the news was revealed sensitively, and __. [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\QAR_03.png] [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\Points_01.png]

(Select only one)
☐ sees that the message was presented on high-quality company letterhead
☐ understands who caused the problem
☐ notices that the direct strategy was used
☐ believes that the matter was treated fairly and seriously

10. When making an online complaint, what advice should you follow? [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\QAR_03.png] [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\Points_01.png]

(Select only one)
☐ Focus only on the facts and support them.
☐ Use strong language to demonstrate your frustration.
☐ Post your complaint anonymously.
☐ Make your complaint lengthy to demonstrate the seriousness of your complaint.

11. Which of these patterns follows the suggested order of parts in bad-news messages using the 
indirect strategy? [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\QAR_03.png] [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\Points_01.png] 

(Select only one)
☐ Buffer, bad news, and closing
☐ Explanation, bad news, buffer, and closing
☐ Bad news, explanation, and closing
☐ Buffer, reasons, bad news, and closing

12. Type a message to the staff members, communicating negative news effectively, to inform them of the following issue:
 
You work at a medical office and your supervisor, Ethan, asks you to write an email to inform the staff about inappropriate discussions in the workplace. Ethan explains that many patients complained about the medical staff’s unprofessional language and inappropriate discussions that can be easily heard in the patient lobby. Also, inform the staff that this inappropriate behavior cannot continue. Be sure to communicate all of Ethan’s points in your message. [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\Type_01.png] [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\QAR_03.png] [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\Points_06.png]

Type answer here







13. ________________ are the preferred communication channel when a confidential and formal record of a transaction is required for business conducted outside an organization. [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\QAR_03.png] [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\Points_01.png] 

(Select only one)
☐ Letters
☐ Podcasts
☐ Voice-mail messages
☐ Text messages




Writing Persuasive Messages
You are working as a medical administrative assistant at Saint Catherine Children’s Hospital. Janet, your supervisor, asks you to review and edit an email that she is preparing to send out to the staff.  Before it is sent, provide your recommendations for improvement.

14. What are persuasive messages? [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\Type_02.png] [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\QAR_01.png] [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\Points_03.png]  

Type answer here


15. The opening of a persuasive request should 	__________. [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\QAR_03.png] [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\Points_01.png]

(Select only one)
☐ include facts, statistics, expert opinions, examples, and specific details to support the request
☐ identify the purpose of the request
☐ focus on the direct and indirect benefits to the reader
☐ capture the reader's attention and interest

16. Professional marketers and salespeople follow the AIDA strategy in their sales messages because it is effective. What does the acronym AIDA stand for? [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\QAR_03.png] [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\Points_01.png]  

(Select only one)
☐ Arousal, insight, direction, and activation
☐ Attention, interest, desire, and action
☐ Appeal, input, development, and attitude
☐ Attraction, innovation, determination, and activity







17. Describe the strategy for composing persuasive messages in the table below. [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\Type_02.png] [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\QAR_01.png] [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\Points_03.png]

	Persuasive Message Strategy
	Description of the Strategy

	Opening
	Type answer here

	Body
	Type answer here

	Closing
	Type answer here




18. Type a persuasive message in the space provided based on the following scenario: 

Your medical office has recently updated the company website. The new website includes many tips and strategies for improving patient health. Some topics include:  information related to how to stop smoking, how to choose healthy snacks, and walking 1000 steps a day. Your supervisor asks you to write a persuasive message in the monthly patient newsletter encouraging patients to visit the website. Be sure to include all of the details in your message. [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\Type_01.png] [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\QAR_03.png] [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\Points_06.png]

Type answer here

19. Which of the following would be the most effective opening for a thank-you note? [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\QAR_03.png] [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\Points_01.png]

(Select only one)
☐ My meeting yesterday went well.
☐ I can't believe you did this for me!
☐ Thanks, Tanya, for contacting the customer for me yesterday while I met with the new sales manager.
☐ Please accept this note as an expression of my deep gratitude for the selfless favor 
you performed for me yesterday.


20. Which of the following statements best describes the use of social networking by businesses today? [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\QAR_03.png] [image: D:\UMA Laptop Backup 2015.01.22\Pictures\New Assignments\Icons\Points_01.png]

(Select only one)
☐ Social networking sites enable businesses to connect with customers and employees, share company news, and exchange ideas.
☐ Very few businesses use social networking to market themselves.
☐ Today's companies use social networking sites only for brainstorming and teamwork.
☐ Only young adults use social networking sites.

 1© Ultimate Medical Academy.
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