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A :
n Applied Approach to Workplace Writing!

relevant for stud
Using a learn-b udents and easy tou :
-by-d to use and effect :
that mastering Zecﬁ:i:galapproa(:h’ skills are i“t"Oduce:-;’::zr Ins::ru;tors.
writing is relevant applied so
and exciting

GETTING STARTED

GOALS are clearly
def‘lned learning
objectives to guide
learning.

- —

D

ocument Design

nd Graphics

Goals

u Design an effective document for the

audience and pu

 Determine the audience and purpose of

graphics

= Format graphics o rmake them easy t0

understand

a Construct graphics for the audience and

Terms (

rpose
w chart, p- 155

a bar graph, p- 149
u callouts, p- 159

= decision flowchart, p- 155

u design elements, P- 138

» diagram, - 159

= exploding pie graph, p- 154

= flowchart, p- 155

u formal table, p- 147

directions

from your school to your

to show the same route. Which is €

TERMS are highlighted
; and defined in the
L graphms, p. 14 Cha
= icon, p- 159 ptEF.

a informal table]
a line graph, P-
= multiple bar graph, p- 150
= multiple line graph, p- 15
L] organizational chart, p. 156
L] pictograph, p.152

= pie graph, p- 153

a verbal tables, p- 143

FOCL'JS ON... provides
questions to help students
analyze the sample document

map? In a short jo|

on the facing page.

€
Focus on Document Design and GI'™%
ons:

Read the sample document on the next page and

help present the messd

see on the Page- Wh

introdu

% 36" poster

designed for second-|

purpose
WRITE TO LEARN = Gantt chart, p- 157
activity prepares
students for the 5 WRITETO LEARN
Using words only, write
cha pter’s detailed draw a map with AITOWS
in stru Ctl on. u)rzg‘e;is;axg;the written directions OF the
o Describe what you
devoted to words? to graphics?.
o Has anything special beent done with ¥
WH 1f so, which “words and why do they st
2 . « Do the graphics
| AT I F. q uestions o Where do the words explain of
;e ating to the sample
N 2
ocuments Provide > WTZat II. .
o « The medium were a P
:}t_IUd ents Wlth critica | - o A PowerPoint” presentation provided
i o The insert were
inking opportunities.
| Chapter 6

Real-world Sample

Documents add
relevance to the chapter

answer these questi

n is

[——

Docume;
ocument Design and Graphics | 135




‘7

riting

Aidan Grey is a freelance
graphic designer in Denver,
Colorado, and former
Director of Photography for
Home&Abroad (H&(A),"| atravel
nning website. He
li:‘r||:|udingg contracting with photo:

picture is Wt

£ Aidan believes that a
2 English.

2 but not necessarily in
§ eloquence in graphics

& ‘languages’ simultaneouslyj—ml
" line, light. Red is one ‘word and
blue is another and says other things.." In other wo
sensitive to the “linguistics” and semiology (signs
nstraints that Aidan considevls when
nsing and copyright, co

The various col ints
include content, color, licens
composition. He judges which constra
basis, but always gives cre
get in trouble for crediting someon:

Knowing when images hurt your content is as im|

they enhance it. “Images are not’he
contradict the desired mes?age, cautic
is about why the company is not meeting g
people can send a decidedly wrong message- I
complement the message of the text they acco!

ork requires him to use

e properly.”

tions Aidan.
oals, i

Aidan’s graphic design W
with his graphics virtuosit

@Work

(=

as 13 years of graphics expertise,
- in print and on the Web, and desi
z

“There’s a different kind of

because we get to use many

ints to priori
dit when using others’ worl

Ipful when they are too bu:

» Images should enhance and

ity. At H&A, for example,

ANV Technalogy

1 & Commumicationd

A LOOK INTO THE
REAL WORLD OF
TECHNICAL WRITING

graphers, publishing images
gning logos.
orth a thousand words,

additional
lor, texture, composition, .
says one kind of thing, while
rds, it's important to be
and symbols) of images.

working with graphics

st, lighting, size, and ‘
tize on a project-by-project
k: “You're never going to

t as knowing when

sy and when they
For example, “If your report
mages of smiling, happy

WRITING @ WORK addresses
the 16 Career Clusters and
demonstrates various career
options while showcasing

portan

pany.
ommunication skills along

he wrote contracts, form
d d ts into

c

ges and even

letters, manuals, and e-mail
other languages for investors.

Think Critically
1. With a partner, seles
down some notes a

ct a photo h
bout the “languages” th

2. Compare notes with your ;?artner. D
you thought at first? Explain.

Printed with permission of ‘Aidan Grey

136 | Chapter 6

graph in this book to analyze. Individually,

oes the photograph “say” more than

people who use technical
writing in their careers.

jot

e photo uses.

 Writing@Work

Andrew Yoder has been a book
production editor for Rowman
& Littlefield Publishers in
Lanham, Maryland, for
:iniye:‘rs. He shepherds
00ks through copyediting, proofreadi

productign, and finally magnupfactur?::n!\ﬁ’
§ communication involves e-mailing autho

indexing, cover

< ost of his technical

CAREER CLUSTERS

The U.S. Department of
Education has grouped careers
into 16 different clusters based
on similar job characteristics.

The value:

m Allows students to explore
a wide range of career
opportunities from entry
level through management
and professional levels

Provides an easy solution

any class

to implementing careers into

rs, freelancers, and
thor and freelance

H ln-.house colleagues. He also is a book au
£ writer and editor.

' -
."- \ E?,T:s::rgci::hwriﬁng Project, Andrew first gathers al| of the
3 € needs into one electronic file, organi
contents of the file into smaller th tons, and e
; i emed sections, and t|
ot s :mt\:;ftllwhlch to start. /| occasionally read the quotashen
Ty to think about different angles and sections while doing

bing tasks like mowing my yard.”

finds the best secti
[in the file]
mind-num|

: “One colleague
i at serves as a draft replacement,
't draft; she just writes. That's me. Any
e ting than working from a draft.”
uthors should not be afraid of the co i .
; py editor’s red Al
A ( pen. After A
e of his own completed manuscripts to his copy editor, he hop::rtiwresfn'ds
hand corrections that will improve the book. “Someﬁwe
PR see oy Ediigrszrr'r;e:‘eteﬁlts _their work or asks questions, but
e ystakes in my work than have a reader find

them.” says Al P 3
material is a large ego,”y ndrew, “The biggest enemy of revising or editing

Am.)t.her coworker said that she doesn
revising that | do is more like copyedi

authors are offended wi

Think Critically

1. How would your instructors react i
your work before you turned it in2
writing on the job?

Fyou.had outside copy editors correct
Why is writing at school different from

2. Look at the section in this chapter
on page 8o. Why do different peo
assignments?

“Writing Is Different for Everyone”
ple use different approaches to writing

Printed with permission of Andrew Yoder

78 | Chapter 4




TWO NEW Writing for the Web
CHAPTERS N

Terms

= animation, p. 172

*® Organize and design web = keywords,
- Writ g Ppages = blog, p. 179 O p-177
ite text for web pages = demographi DB
= Writ g <€mographics, p. 169 = scannable, p. 176

tite text for special kinds of web pages = discussion forum, p. 18, » usabiliy, l;"1-727

= FAQ, p. 180 172
= home page, p. 168 = (\\X:/Zb,)ACCESSIbrhty Initiative
= hyperlink, p.170 ) p-173

. : = wiki, p. 181
= interactive, p. 16 idwi
el o

WRITING FOR THE WEB WRITE TO LEARN

H Think about all of the Wi use
discusses blogs, FAQs, and home e ot he e it o e T
pages and provides information your life would be different i there were no Intemnet,
on organizing, designing, and

writing web pages.

Focus on Writing for the Wep

Read the sample document on the next pa

L) I\;Vhat is the reason for the site?
* Describe the color scheme, Hoy i
- How does it make
: 8;;]95 t_he page _Iook balanced? Why or why not)?,ou feet
o yoalll l;iur;n;a:;m is on the page? Is it easy to find? Explain.
fy 4 newcomer to the site, which part we visi
. a:ted the site I_Jefore, which part might yoﬂ revis?tl-;ld MR
at combination of text and graphics do you see?l

ge and answer these questions:

What If?

® The S?Ie provided FAFSA forms
*® The site provided a survey to d
* An upcoming deadline was give

for different majors or di

: 1 ifferent schools?
etermine eligibility for financial aid? )
en for submission of FAFSA forms?
tes who had used financial aid?
forum? .

* The site highlighted college gradua

The site hosted its own discussion

Ethics in the Workplace

Terms
Goals —
i ctethically = code of ethics, p- 369 - Pnr‘:lp es,:s» 365
= Explain what it means to‘a e te code af cthic, . g.r S Dg
= Describe a culture of ethics 25D . u(.h:t;/s, ;; 337655
i i = values, p.
« Develop a plan for resolving an gty o375 ¢l sty
ethical dilemma = ethics, p- 365 )
= Understand the barriers to ethical = personal code of ethics, p. 370 p-377
behavior

WRITE TO LEARN ETHICS IN THE WORKPLACE

and respect, someone you want to be

or politcal or entertainment figwre. W jncludes information about ethical

2 If you were to

Think of someone you admire

ike— nt, friend, teacher,
e foulan done to earn your respect

D alteefor example, honesy,hard work and cowtie} - condyct, develops a plan for resolving

person what value:

important, what would
person and naming som: )
identifying which values are imp

he or she say? Write a journal entry descripi
e of his or her accomplishW{en\s. Summariz
ortant to this individual.

an ethical dilemma, and discusses
barriers to ethical behavior.

ues
Read the ethical principles on the next page and answer these qt .
P A «
« Why does the Society for Technical Communication (STC) list the six
in this order? ) . e
o :’Az;lk:lae\sa‘:e ‘fl:\lzz things technical communicators can d? to ‘pracuce honesty
i icator: intain p:
« How can technical co a I tait
« Why do the principles include confidentiality?

What If?

o The principles were bein
ical communicator? . » -
o §l'eeccl-;\‘;:icca‘a‘l communicators needed STC guidelines for writing blogs

ages? . L ,
. g)rb\::]]:h?gir finance industry wanted to use similar principles?

g explained to students considering a career as a

362 | Chapter 15

viii



Communication
Dilemma

Marcus and Sophia are chemists conducting experiments for Wuxi
Pharmaceuticals on how bacteria ward off viral invaders. They just left the
lab to attend a retirement reception for the head of maintenance, a highly
respected and well-liked man responsible for keeping the lab facilities
running during power outages and holidays. Nearly everyone has come

to wish him well. Marcus and Sophia are carrying on a lively conversation,
excited about something that happened in the lab that day. They enter the
reception area and settle into a corner with Uma, the public relations officer,
and Drew, the new webmaster, who is looking uncomfortable in such a
large group. During the presentation, Marcus and Sophia continue to talk
quietly about the CRISPR-based immunity and RNA interference in higher
organisms, ignoring everything that is taking place around them. Marcus
sees Uma looking at him with a puzzled look,

Think Critically
Why do you think Um
and Sophia?

COMMUNICATION  § marcus
DILEMMA
provides real-world
communication
situations.

VE ‘ko&\‘
v & = \“

COMMUNICATION
TECHNOLOGIES

An RSS (Rich Site Summary or Really Simple
Syndication) is a feed or format that regularly
eb content. Just as a single
program Is syndicated and sent to
ers, an RSS is syndicated, too, and
any readers. Subscribers receive
new content for the sites in their
example, a health feed on Google
vides a summary of current articles
Ith. Search engines and news
nize RSS links by content area (for
Top Stories, Middle East, Business,
tainment).

Think Critically
What is the benefit of subscribing to an RSS?

COMMUNICATION
TECHNOLOGIES
contains helpful
information about
current workplace
technologies.

SPECIAL FEATURES
ENHANCE LEARNING

Focus on
Ethics

Claudia is setting up a website for her floral business, Claudia’s Creations.
She is in a hurry to get the site up and running. She wants to show some
of the sprays, wedding bouguets, and dish gardens she has created, but
she cannot find the pictures she took of them. So she searches the Web
and finds designs that she likes on two websites: Floral Fantasia and
Flowers by Chenda. Claudia decides to use some of the designs from those
sites on her own website until she finds her misplaced pictures or takes
new ones.

Think Critically
What might happen if Claudia’s customers discover that she used flawer
designs from other sites?

FOCUS ON ETHICS
provides examples and
scenarios of real-world
ethical dilemmas for
students to consider.

@ sTOP AND THINK

Discuss the importance of technical writing in the workplace. How can writing
affect your chances for advancement?

N-TBookmark >

To find current articles about all aspects
of technical communication, including
web design and web writing, go to the
NET Bookmark for Chapter 7.

NET BOOKMARK
provides chapter-
related activities for
students to complete
using information
found on the Internet.

Search the articles, looking for advice
about blogging, FAQs, wikis, or
discussion forums. Print one article,

read it, and summarize it. Share your
summary in an oral presentation to your
classmates.

www.cengage.com/school/bcommytechwtg

STOP AND THINK
allows students to check
comprehension before
moving to the next section.

How do you read a novel?
How do you read a website?
Do you read both in the
same way, or do you read

Itly? Explain.
WARM UP

activities provide
scenarios and
questions to
encourage
students to start
thinking ahead.



ABUNDANT END-OF-CHAPTER ASSESSMENT

The assessments fo
: und at the end of e :
opportunity to test their knowledge. very chapter give students the

CHAPTER 7

REVIEW

1. When creating a web page, know how users read and interact wi
page o ct

rpose, define
e sudence i i ost
2. When

internal links, ¢

SUMMARY reviews the key concepts of the chapter.

and keep the d
3. When writing
audience, organ)
content, use ori

ate web pages that are ea:
are easy o use and attra
n consistent and accessible. e

b pages, create un
ages, create unique page titles, write o

3 your
Sl ST el i)
nal language, and construct scannable text

4. When writing h

follow establish|

Ine pages, blogs,
e wikis, FAQs, or discussion forums,

CHE
CKLIST encourages students to be responsible for their own success

Checklist v

= Have I defined my audience?
= Have I written web pages that adjust to the unusual way r
= Have I considered the technology limitations of my audient
= Have I determined my purpose and included it in a slogan
= Do my text and graphics support my purpose?

= Have I organized my website using a workable system of i

= Have I des
g signed attractive web pages with easy-to-locate i
= Do my pages load quickly?

® Have I written text th:
at uses unique page itle:
s, is writ

%]ud]leénce, organizes material in an inverted pyramid, By

clichés, and uses standard English? yramid, s fay
® Have | written scannabl

le text with short paragraphs
A P TP

discussion forum?

= Ha
ave 1 followed standard protocol for my home page, blog, F4

184 Chapter7

Build Your Foundation

A
deleting extra words.

. W offer Spanish tutorials and practice for the beginner 52 well as the
intermediate Spanish leaner on a variety of tOpics 50 & traveler can

feel comfortable traveling in a

Take time to visit our website at Www.

o ollection of living foom, bedroom, and kitchen furbiuute along,

with accessories such as lamps, vases,

traditional.-

ause water conservation

=

‘and art—from contemporary o

7

s important, there are many

2 on help conserve water, including taking showers 1o/
o b running the washer and running the dishwash
they are full

4. Spruce up your resume, network with the right people, ai
your job search to increase your chances of finding a job
Take you the normal four to six months to find ne-

2. Brainstorm possible. slogans, color schemes, graphics, and lir
of these sites. Conduct research if you need to familiarize yol
O heme of business. Share your writen plan with the class

Ktschler's Insurance Services offers personal and comyt
including car, home, long-term care, I
community.

Sonch Getaway is a real estate agency specializing in oceai
rentals for family vacations.
o Music Company sells musical instruments (0 SChOB
Helping Handz s a charity organization in North Dakota
winter coats for children in grades K~12.

o

5. Improve the folowing block of text by breaking it up it thy
paragraphs and shortening some of the sentences
Global warming—the explanation goes something ke this En

n some of that energy i

the atmosphere, subject

e other greenhouse gases, thickens 0 trap more of the sun's
energy, preventing its escape from Earth. More trapped energy.
clobal temperatures—thus the term global warm
can drastically alter the climate.

polar ice caps, ising ocean levels, category 8 EurEaEE Are
Dredictions true! Are we realy in a period of global w:
of scientific evidence does suggest that gl

Jobal warming is a real

4. Go to About Wikipedia (htip://en-wikipedia org/wiki/Wikipe
o 6am more abou this open source wiki. Make a ist of what

COMMUNITY CONNECTION encourages

:tudents to work on projects outside the classroom
o gather information from their community

VISIT WWW.CENGAGE.COM/SCHOOL/BCOMM/TECHWTG

BUILD YOUR FOUNDATION and

YOQR TURN include practice exercises
ap.pl.lcatlons, and opportunities for ’
writing to reinforce and assess learning.

e, cut
a +ge on a topic of interest: DI VO page,
1. Create a ketch of 2 home PR i a, wrte o Koy BV of links,
i you are familiar with HTMU codeora
web authoring system such 35 e weavers, design the page YOUE

. Find two websites—one (hat FO1OWT mostofthe gudelines Zr::;{\;:“x:
o Write a one-page analys
B hapter and one that does 1o s epiinne
e ather. Use bulleted i
o ebite s more effecive (han € o
Y our comparison and introduce e et with a couple of sentences
. Wre a FAQ on a tapic of YouT RO Choose from your schodl. YOUr
3 Inajor, your job, ot any topic " iih which you are familiar
. Use the topic below 10 pracice 1 collaboraion reqied by k.
. N your classmates, ents (he paSeag? n
g e e of your group—perhaps ovet
B 0 pould find one of o erors g addonear
e passage more nteresing KemerT or
o atroduce new information-
12, and died May 6 1862. He
\d Thoreau was bom July 17, 1812
e wAn o manurlst, and song wier, He 0

views Ci

ook Weldene. Perhaps his MO%, influential work i
¥ which was inspired bY bis U spent in Portugal
adience” influenced such political leaders as George

Wathington, Martin Luther Kiné: ‘and Mahatma Gradson ,
. For this mock wiki, work it groups of five. In your BIOD- oa:fg:mun

he terms one at a time—perhape " ver several days. ESCh DESOn

ines two terms and adds one o7 o pieces of information

nformation that should be mOTe accurate.

" wikipedia
RSS hyperlink discussion forum kzyw;lrds —
5 " questions: How has the Inter:
giscussion response 10 these dUC emet
¢ ‘1:];\‘;: you in yous education? bt have you learned from thiS chapter
7. Go to Google Groups at hﬂp.//gmups.g;ngls com. wm s;;:c:i.:; .
Tnat you find interesting- RESPOL using
o T raponies and ubmi b (2274 o

blog breadcrumb trails

Community Connection .

Fi hool of community—suct as

ite a FAQ about a topic related © your sd

Tu: establish residency, oW {0 oin a community 0P or how to select

BAQ
website or place your FAQ R & Fniral location such as a bulleti® ‘board.

Interview a blogger of 3 web designer. Ask about the c’r‘\ana?ﬁ ;:

 Dlogeing or designing a WEDSI e a summary of the inte

Find someone in your community who has little \K;‘Ke‘t‘ncl é:;;e;{l;\‘:\eeﬂ N
son’ ¥ an online search. If necessary:

Show that person ‘how to conduct b

 public place that has computers and an fnternet connection.

\Writing for the Web | 185

THE INSIDE TRACK, which is
Iocatgd at the end of the book,
contains 24 pages of suggestions

anfj tips for improving technical
writing style.
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What Is Technical Writing?

Goals Terms
= Define technical writing and its importance  ® academic writing, p. 15 = jargon, p. 12

in the workplace = ambiguous, p. 16 ® persuasive writing, p. 15
= |dentify the characteristics of technical = expository writing, p. 11 = style, p. 12

writing m expressive writing, p. 11 = technical communication,
= Compare and contrast technical writing to . ﬁeld |'"ese‘arch, p- 11 P-7 .

"y ® imaginative writing, p. 16 = technical writing, p. 7
other types of writing .
= inferences, p. 16 = tone, p. 13

WRITE TO LEARN

Think about the many types of writing you do—for example, writing for
school, on your job, in a diary or journal for self-expression, or to family and
friends. With what kind of writing are you most comfortable? What kind

of writing do you find most difficult or most uncomfortable? Of the writing
you do, which would you consider to be technical writing? How would you
define the term technical communication?

Focus on Technical Writing

Read the sample writing excerpts on pages 3-5 and answer these questions
about each document:

What is the subject?

For whom was the document written?

How is the document organized?

How would you describe the writer’s (or writers’) style?

What is the tone of the document?

Does the document include any special features (for example, boldfacing,
numbering, bulleted lists, visual aids, headings, or subheadings)?
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Mitral Valve Prolapse: What You Should Know

What is the mitral valve?

The mitral valve controls the flow of blood between 2 chambers (or “rooms”) of your
heart called the left atrium and the left ventricle. Normally, blood flows in one direction
only, from the atrium to the ventricle. When the heart relaxes in between beats, the 2
flaps of the mitral valve swing open to let blood flow from the atrium to the ventricle.
The flaps normally open only one way. (See Figure 1 and 2 below.)

The mitral valve is open. Blood goes from
the atrium to the ventricle. Armow shows
the direction the blood takes.

Figure 1. Normal Valve Figure 2. Prolapsed Valve

How do | know that | have mitral valve prolapse?
Here are some of the possible symptoms of mitral valve prolapse:

Racing heart rate Skipped heart beats
Chest pain that comes and goes Shortness of breath
I Dizziness Anxiety or panic

Your doctor can find mitral valve prolapse during a regular exam. When listening to your
heart with a stethoscope, your doctor may hear a clicking sound. The flap makes the
click. If blood is flowing back into the atrium, your doctor will hear a “whooshing”
sound. This sound is called a murmur.

Sample Technical Document Excerpt

What Is Technical Writing? | 3
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Advantages of Porcine Valves in Heart Valve Replacement Surgery

Surgical techniques and materials for heart valve replacement surgery, pioneered in the 1950s,
have constantly improved since then. One of the improvements for some patients involves the use of
porcine, or pig, valves, rather than mechanical or man-made valves. While mechanical valves are long-
lasting, patients who receive them must forever take anti-coagulant medications to prevent clots
forming on the mechanical valve; such a clot could cause a heart attack or stroke (Gillinov). In addition,
patients on anti-coagulants must be closely monitored by their physicians. For people living in remote
areas or areas with limited physician coverage, close monitoring may be impossible. Furthermore,
women with plans of childbearing should not be treated with anti-coagulants (“Valve Surgery Options”).
Thus, the use of porcine valves in mitral valve replacement is best for many patients.

Porcine valves offer one important advantage over mechanical valves, a decreased threat of blood clots.
Regardless of their exact characteristics, bioprostheses or live tissue replacement parts are unlikely to
lead to the formation of blood clots after they have been in place for more than a few months. The body
tends to cover these valves with a thin layer of its own cells, effectively walling off the prosthetic valve
from the body's blood-clotting cells. As a result, most patients with a bioprosthesis can stop using blood
thinners a few months after surgery (“Living”).

Bloomberg 12
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My Broken Heart

By Jessica S. Stuart

My big brother Danny was my hero. He was the one | rant to with skinned knees, the one |
talked to about boys, and the only person | would let call me Nellie. | looked up to him. But the night of
my Senior Sports Banquet, things changed. My hero fell.

Danny didn’t show up for the banquet. He had promised to be there, to share my “moment.”
After all, he had taught me how to throw the knuckle ball that had helped our team win the Regional
Softball Championship. | kept looking for him. He must be held up in traffic, | told my friends, or maybe
he had a flat tire. | picked up several awards that night—including Most Valuable Player—but | would
have preferred to have seen my brother walk through the door. Instead, Danny never showed up.

In fact, Danny hadn’t shown up for much of anything my senior year—holidays, birthdays,
anniversaries. He spent most of his time getting high—marijuana at first, then other drugs. When we did
see him, he was incoherent or mean, hounding my mom for money or stealing it out of her purse.

| held tight to my trophy and fought back the tears—until | got home. Staring at the pictures of
us on my nightstand, | cried all night for my big brother Danny, an addict. Today I’'m sorry for him, but
I’'m sorry for me too. There’s a big hole in my heart where Danny, my hero, used to be.

Sample Personal Essay Excerpt
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Writing@Work

Mark Overbay manages
marketing and communications -y
for Counter Culture Coffee, a i
Durham, North Carolina—based '
specialty coffee organization. His
many responsibilities include producing product copy, white
_ papers, advertisements, packaging copy, online content,
thematic signage, and tradeshow displays.

Mark Overba

“Marketing is a form of storytelling,” says Mark, who believes

% that marketing copy must be “short and sweet.” “You only

& have a few words or phrases to ‘hook’ your readers, whether

3 they are journalists reading a press release or grocery shoppers
glancing at the coffee bags on a shelf. Good marketing copy

must tell an interesting, sometimes even romantic story, but it should never be

long-winded.”

Mark’s biggest technical writing challenge involves presentation and style:
“Developing a Counter Culture Coffee ‘voice’ that authentically represents

our company and all that we do is the most difficult aspect of my professional
writing. When | write for our online news section or blog, | can write as Mark
Overbay; but most of my professional writing is in the voice of Counter Culture
Coffee, which represents not just me, but more than 4o staff members and
hundreds of partnering coffee farmers.”

Mark relies heavily on e-mail. “E-mail, for all its limitations and sterility, is
invaluable in my professional life. Not only does it allow for structured written
communication and instant delivery, but it also provides a permanent record of
every e-conversation.”

Mark advises aspiring technical writers to hone three skills in particular:

(1) work ethic to constantly improve their writing; (2) preparation and care

for each assignment because “. . . every word and detail matters. Successful
communicators take the time to research their subjects thoroughly”; and

(3) clarity because “successful communicators keep things simple—not dumbed
down—and to the point. Be clear, concise, and confident in your message.”

Think Critically

1. Search for the Counter Culture Coffee website and sample some of the
writing. Does the writing tell stories, as Mark claims? Do you hear a
distinctive “voice” in the writing? Explain.

2. What is a white paper? Research the origin of this term. What are some
topics about which Mark might write papers?

Printed with permission of Mark Overbay




YOU ARE A TECHNICAL WRITER!

Have you ever given someone written directions or drawn a map to your
home? Have you ever written brief instructions for how to use a fax machine
at work? Have you ever told someone how to make French toast? If you
answered yes to any of those questions or have had similar experiences, you
have already engaged in technical writing or technical communication.

Definition of Technical Writing

Candace, an award-winning saxophonist, began teaching saxophone lessons
to sixth graders. For the first lesson, she drew a diagram of an alto sax and
created a step-by-step guide explaining how to take the instrument apart
and reassemble it. When she saw how easily students could follow her
instructions, she was pleased that her words were helping them learn to do
something she enjoyed.

Candace might have been surprised to learn that she was using technical
communication. Technical communication is communication done in

the workplace. The message usually involves a technical subject with a
specific purpose and audience. The approach is straightforward. Candace
was giving practical information to a specific audience—information that
would enable her audience to take action. When she referred to the diagram
and explained the procedure aloud to her students, she was using technical
communication. When she wrote the instructions to accompany her
diagram, she was using technical writing. Technical writing is writing done
in the workplace, although the workplace may be an office, a construction
site, or a kitchen table. The subject is usually technical, written carefully for
a specific audience. The organization is predictable and apparent, the style
is concise, and the tone is objective and businesslike. Special features may
include visual elements to enhance the message.

Think about a profession in
which you are interested.
What kinds of documents
would you write in this
profession?

Use the You Are a Technical
Writer worksheet as a guide
to brainstorm the types of
technical writing you already
know. Go to www.cengage.
com/school/bcomm/techwtg.
Click the link for Chapter 1;
then click Data Files.

ksalt/iStockphoto.co.m
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Good writers understand that
they will not always know
who is reading their writing
(especially e-mail) or how
their writing will be used.

8 | Chapter1

Technical documents can range from a half-page memo announcing

the winner of a sales competition to a 500-page research grant proposal
requesting money to test a new drug for treating obesity. The term technical
writing describes documents produced in areas such as business, science,
social science, engineering, and education. Sales catalogs, business letters,
financial reports, standard operating procedures, medical research studies,
lab reports—all of these and more are examples of technical writing.

Technical Writing Is Essential in the Workplace

Written communication is essential in the workplace for many reasons. It
allows readers to read and study at their convenience, easily pass along
information to others, and keep a permanent record for future reference.

Regardless of the career you choose, you will write in the workplace.
According to Paul V. Anderson in Technical Communication: A Reader-
Centered Approach, conservative estimates suggest that you will spend at
least 20 percent of your time writing in a technical or business occupation.
Professionals in engineering and technology careers spend as much as

40 percent of their time writing.

In today’s business environment, employees can easily be overwhelmed by
information overload, with information competing for their attention from

every direction—television, radio, newspapers, magazines, books, e-mail, the

Internet, CD-ROMs, and DVDs. Because of information overload, you must
be able to read documents quickly and efficiently, understand them the first
time you read them, and know that the information is accurate. Up-to-date
information provides companies with a competitive edge, speeding critical
decision making and allowing job specialization.

(LT
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Technical writers who help companies manage the information overload are
vital resources. They understand that their readers must be able to skim or skip
text and find important information quickly. As a professional in great demand,
the technical writer faces a challenging, exciting, and rewarding future.

Different careers generate different kinds of reports: Nurses chart a patient’s
medical condition so that the next shift’s nurses can continue patient care.
Police accident reports record facts for later use in court. Chemists and
engineers document procedures to comply with government regulations.
Accountants prepare annual client reports. Sales representatives write

sales proposals. Professors write grant proposals. Park rangers write safety
precautions. Insurance claims adjusters write incident reports. Travel agents
design brochures. Public relations officers write news releases, letters, and
speeches.

When you write, you demonstrate your ability to analyze, solve problems,
and understand technical processes. For example, Matheus Cardoso,
personnel director for Osgood Textile Industries, impresses his supervisor
and earns his colleagues’ respect when his proposal for tax-deferred
retirement plans is approved. On the other hand, the drafting crew at
Stillman Manufacturing is frustrated with Jeff Danelli’s instructions for
installing wireless computing at the industrial site. The crew must redraft
plans because Jeff’s instructions are vague and incomplete. When writing
is not clear, the thinking behind the writing may not be clear either.

All careers rely on technical communication to get the job done. Technical
writing is the great connector—the written link—connecting technology to
user, professional to client, colleague to colleague, supervisor to employee,
and individual to community. No matter what career you choose, you can
expect to read and compose e-mail, send accompanying attachments, give
and receive phone messages, and explain procedures.

Iy e

S,

©Borodaev, 2009/Used under license from Shutterstock.com
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In addition to work-related writing, the responsibilities of being a community
and family member require technical communication. The following list
shows how Sergeant Thomas Hardy of the Palmer City Police Department,
father of two and concerned citizen, uses technical communication on the
job and at home.

Colleagues: e-mail, collaborative incident reports

Boy Scout den parents: fund-raiser announcements, directions to
jamboree

Victims: incident reports, investigative reports
Legislators: letter and e-mail in favor of clean-air regulations

Lawyers, court officials: depositions, testimonies, statements
(possibly televised)

State FBI office: letter of application and resume to advance career
Community members: safety presentation at the local high school

Supervisees: employee regulations, letters of reference, training
procedures

Local newspaper editor: letter thanking community for its help with
jamboree, press release announcing purchase of state-of-the-art police car

@ sToP AND THINK

Discuss the importance of technical writing in the workplace. How can writing
affect your chances for advancement?

ftwitty/iStockphoto.com



CHARACTERISTICS OF TECHNICAL WRITING

While technical writing shares some characteristics with other kinds of Review the three documents
writing, it is also significantly different. From the factual treatment of the at the beginning of the
subject to audience considerations, technical writing is unique. Subject, chapter (pages 3—5)..He.1ve
audience, organization, style, tone, and special features all contribute to the you written or read similar
description of writing that is appropriate for the workplace. types of documents? If so,

why? What was the situation?
Which of the documents
would you use to make

a decision or to perform

Subject

The subject of each model

at the beginning of this an action? Which type of
chapter is hearts, but the document would you prefer
approach is different in each to write? Why?

document. The personal
essay expresses a young
person’s disappointment
and frustration at the
behavior of a sibling, an
experience with which you
might be able to identify.
Expressive writing is
created to convey personal
observations or feelings.

It relies on personal
experience for research.
Expressive writing is likely
to be the type with which
you are most familiar.

The purpose of the
research paper is not to
relate personal experience,
but to explain facts gained
from research. Writing

to explain or inform is
expository writing. Like
expressive writing, your academic career has probably required that you do
some research writing. The excerpt from the research paper at the beginning
of the chapter involves the pros and cons of using tissue from pigs for heart
valve replacement in humans. While most academic research papers are
factual papers written on topics that are interesting to the reader, the technical
research document is written to fulfill a need.

sjlocke/iStockphoto.com

In technical writing, often the need is to share information or to have someone
perform an action. For example, a person may need to have heart surgery.
Therefore, the technical document fulfills the special needs of a specific reader.
The writer of the technical document on page 4 targets cardiac patients and
explains the disease and its diagnosis. Technical writing may require library
research, scientific observation, or field research (research done in the field,
especially through surveys and interviews). Whether to inform or persuade,
technical writing relies on data presented with precision and accuracy.
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COMMUNICATION
TECHNOLOGIES

Technical writers must be familiar with
desktop publishing software. Using
programs such as Microsoft® Word, Adobe®
PageMaker®, and QuarkXPress®, technical
writers can apply special features (for
example, boldfaced type, bulleted lists, and
tables) to their documents. In addition, they
can add visual aids such as diagrams, charts,
and graphs to enhance the message.

To practice applying special features,
complete the Communication Technologies
worksheet available at www.cengage.com/
school/bcommy/techwtg. Click the link for
Chapter 1; then dlick Data Files.

Think Critically

Does your composing process change

when you lack knowledge of software? For
example, if you do not know how to insert
tables or bulleted lists in a document, do you

Audience

The writer of the personal essay expects some understanding
from his or her readers as they share experiences. The writer
also expresses his or her point of view. The writer of the
research paper may be interested in the subject and hopes that
a reader will read the research paper for its facts.

The technical writer, however, expects more from a very
specific reader—one needing information about mitral valve
replacement and possessing some knowledge of the topic and
its specialized vocabulary. The technical writer not only expects
the reader to understand the writing, but also wants the reader
to do something after reading—decide on surgical options.
When you want something specific from a reader, you must
work hard as a writer to meet the reader’s needs.

In technical writing, the needs of the reader dictate every
decision the writer makes. In the Sample Technical Document
Excerpt on page 3, the writer worked hard to present the
information the reader needs in a format that is easy to read.
The headings, boldfaced type, visual aids, and no-frills language
show that the writer is conscious of the reader.

Organization
The personal essay and research paper make standard use of a

approach the writing differently? Explain.

12 | Chapter 1

topic sentence and transitional expressions, but you still need
to read far into each document before the main point and the
organization become apparent.

However, the Sample Technical Document Excerpt uses headings to help
you perceive the organization at a single glance. Questions in the headings
draw your attention to the information this document provides even before
you read it. Also, headings give you an opportunity to read only what you
want or need to read. When a person who has not been diagnosed wants to
learn about symptoms, the heading “How do I know that I have mitral valve
prolapse?” allows his or her eye to travel quickly to the information needed.

Style

The style of a document, the way an author uses words and sentences,
usually gives the audience an idea of the type of document they are reading.
For example, the personal essay is casual, almost conversational, and
predictable for an essay. The writer uses examples and some description.
The style of the research paper also is predictable for a research paper—
formal and more distant than the personal essay, with a thesis to clarify the
purpose of the paper and documentation to enhance credibility.

The technical document uses a simple, concise, straightforward style that is
easily understood. The long sentences are simply lists. The other sentences
are short, and the sentence order is predictable. There are no surprises for
the reader. Jargon, the highly specialized language of a particular discipline
or technical field, is used.


www.cengage.com/school/bcomm/techwtg
www.cengage.com/school/bcomm/techwtg

Isabel was recently assigned as Lead Technical Communicator on a team
that is developing a high-profile software known as SpeedQuest. She is
responsible for coordinating communication between the programming
team and the marketing team. Because this position is likely to result in a
promotion and career advancement, Isabel is eager to do a good job.

One evening Isabel overhears the lead computer programmer tell the project
manager that SpeedQuest is not as advanced as advertised in the company’s
marketing materials. The programmer recommends delaying the launch
date, but the project manager ignores the suggestion, deciding to issue a
second release after the product is complete.

The next day in the meeting to discuss the marketing materials, Isabel
struggles to decide whether she should list in the brochures the SpeedQuest
features that do not work yet. She knows that the features would help sales
of SpeedQuest. On the other hand, she knows that if she tells the truth and
decides not to publish information about the features, she may not get the
promotion she is counting on. What should Isabel do?

Think Critically

What resources might Isabel use to better understand and resolve this situation?

Tone

Tone refers to emotional overtones—the way the words make a person feel.
It describes the emotional character of a document. The tone of a document
also hints at the kind of document the audience is reading.

The tone of the personal essay is casual, dejected, and agonized. The tone of
the research paper is generally objective. The tone in technical writing is best
described as objective or businesslike.

The expressive nature of a personal essay can display a range of emotions—

sadness, excitement, irony, humor. The aim of research papers and technical
documents is not to convey emotion. In fact, emotion can get in the way of a
technical document.

Readers of technical documents read for information, not for entertainment.
They read to learn something or to take action. Some people say that technical
writing is boring because of its lack of emotion. However, for the person needing
or wanting that information, the targeted audience, the topic is not boring.

Special Features

The Sample Technical Document Excerpt is the only document of the samples
on pages 3-5 to use special features. Technical writers use special features
such as boldface, italics, capital letters, columns, underlining, and bulleted lists
to draw readers’ attention to certain words and to help important information
stand out. Also, the use of graphics such as tables, graphs, pictures, and
diagrams helps the audience grasp complex information quickly.

What Is Technical Writing? | 13
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Technical communicators can face thorny issues when they provide a
service for a company or an organization that may expect results that the
technical writer finds questionable or problematic. For instance, a technical
writer working for Energy Battery Company may be asked to write a press
release announcing the plant’s unexpected two-week shutdown, but is told
not to include information about the chemical spill that could have leaked
into the local estuary. The technical writer may be torn between meeting
management’s expectations (and moving up the corporate ladder) and
serving the public good. Writers need to be thoroughly aware of their ethics
and explore all possible actions and outcomes in such situations.

Think Critically

How do an ethical dilemma and a legal dilemma differ?

More than the research paper or personal essay, the technical document
relies on special features. Technical documents require more visual effort
if they are to grab and hold the readers’ attention. Writers use some of the
following special features to make their documents more effective for the
audience:

m Font size and style—what size is readable for the targeted audience? how
many styles are appropriate?

m Numbered and/or bulleted lists—what kind of bullets?
m Columns—one, two, three, or more?
m Color—which colors? how much color?

m Graphs and tables—one-, two-, or three-dimensional? horizontal or
vertical? number of columns? color or no color?

m Letterhead and logo—size? location? middle, upper left or right, or side?
m Photos and drawings—subject? style? black and white or color?
m Sidebars—what information to highlight? where to place?

m Clip art—what purpose? to add humor, to set a tone, or to celebrate a
season?

Technical writers face a double challenge. They not only must write with
clear, accurate, and specific words, but also must design the document to
look inviting and attractive. Therefore, technical writers are production

artists—writing with precision to locate the best word and sentence structure
for the message and designing pages that combine a professional image with
a user-friendly approach. To do so, technical writers use a tool of their trade:
desktop publishing software. The software allows technical writers to craft
documents that meet their readers’ needs.



@ sToP AND THINK

Drawing from the activities in this section’s Warm Up, write your own
definition of technical writing. Make sure you incorporate concepts from
this section, such as subject, organization, audience, style, tone, and
special features.

HOW TECHNICAL WRITING COMPARES
TO OTHER WRITING From your experience with

writing, what characteristics
does good writing share? In
other words, how would you
describe good writing?

Technical writing has much in common with the academic writing you have
experienced in school. Technical writing also shares aspects of the literature
you have read. The differences, however, set technical writing apart from
other writing that is familiar to you.

Technical Writing and Academic Writing

Academic writing (for example, personal essays, research papers, analyses,
and arguments) is the expository and persuasive writing (writing to
convince others) done in academic circles. It must be unified, coherent,
and well organized. Technical writing also must be unified, coherent, and
well organized. Style and standard usage (the spoken and written English
expected in business communication) are important in academic and
technical writing. Both types of writing rely on a process of thinking and
writing that takes place over a few hours, a few days, or several weeks. The
purpose is often the same—to inform or persuade.

The difference between academic writing and technical writing is in

the presentation, audience, and approach. Academic writing includes
paragraphs—usually an introductory paragraph, paragraphs that develop

a thesis (a statement of purpose), and a concluding paragraph. Academic
writing is written for an academic audience—an instructor, classmates, or a
group of interested scholars.

The purpose of academic writing is to expand on an idea or make
observations about human experience. For example, Francis Bacon’s essay
entitled “On Reading” elaborates on the benefits of reading. In “Two Views
of the Mississippi,” Mark Twain observes that while a close study of the
river is necessary to reveal its dangers, that study also takes away the river’s
mystery.

Technical writing also includes paragraphs. It, too, often begins with an
introduction and closes with a conclusion. But technical writing (with its
headings, itemized lists, boldfaced type, and graphics) looks different from
academic writing. Technical writing is written for a specific audience. The
subject is generally technical, business-related, or scientifically oriented.
Generally, there is less flexibility in the subject matter, style, and tone. Often
the intent is to clarify and consolidate rather than expand.
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While many employees who write
technical documents are experts in
areas other than communications,
some people are hired solely as
technical writers. The U.S. Department
of Labor, Bureau of Labor Statistics,
reports that the demand and salaries
for writers and editors is likely to
increase: “Opportunities should be best
for technical writers and those with
training in a specialized field. Demand
for technical writers and writers with
expertise in areas such as law, medicine,
or economics is expected to increase
because of the continuing expansion of
scientific and technical information and
the need to communicate it to others.”

Go to the NET Bookmark for Chapter 1
and find the education, range of
employment opportunities, and salaries
for technical writers. Write an ad for a
technical writer based on your findings.

www.cengage.com/school/bcomm/techwtg

Technical Writing and Imaginative Writing

Imaginative writing also adheres to principles of unity,
coherence, and standard usage. Imaginative writers let their
ideas emerge and develop over time. However, compared to
technical and academic writing, imaginative writing is less
academic and more artistic and creative.

Imaginative writing includes novels, short stories, drama, and
poetry whose situations grow out of fantasy or imagination.
Events and people are fictional, although the themes may
reveal universal truths. Imaginative writing is often ambiguous,
meaning that more than one interpretation is possible and
describing writing that means different things to different
people. Imaginative writing also requires the reader to draw
inferences, which are judgments about the reading that the
writer does not make for the reader.

Technical writing should be unambiguous and direct. A work
of literature may be rich because it means different things to
different readers. A reader might ponder the different meanings
of the old man’s voyage in Hemingway’s The Old Man and the
Sea, but W. Earl Britton says “that the primary, though not the
sole, characteristic of technical and scientific writing lies in the
effort of the author to convey one and only one meaning in
what he says” (114).

The meaning of a sentence in technical writing must be

clear. “Turn there,” Mr. Ybarra said, and his daughter turned
left when he meant for her to turn right. The word there can have
different meanings to different people. However, “Turn right at
Nottingham Road, the next paved road,” has only one meaning.

Imaginative writing such as Emily Dickinson’s “Because I could not stop for
Death—He kindly stopped for me” often requires you to make inferences.
You do not expect to make inferences about technical writing. If the poet’s
doctor gave the following instructions to a nurse, what would happen?
Because I couldn’t remember the name of Ms. Dickinson’s medication, would
you kindly call the pharmacy and ask for the bottle that holds the blue and
red pills? Poor Ms. Dickinson. She’d find more comfort in the words of her
poem than in the advice of her doctor.

@ sToP AND THINK

Write a paragraph comparing technical writing to academic and imaginative

writing.
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CHAPTER 1
REVIEW

SUMMARY

1. You have probably used technical writing if you have given someone
directions, written a recipe, explained closing procedures at work, or
done many other everyday activities.

2. Technical communication, whether a written document or an oral
presentation, presents technical information with a specific purpose
and audience and a clear, straightforward approach.

3. Required in all professions, technical writing is critical in the
workplace.

4. Technical writing exhibits the following characteristics:

m Subject: technical, factual
m Audience: carefully considered, targeted
m QOrganization: predictable, apparent
m Style: concise, direct, specialized vocabulary
m Tone: objective, businesslike
m Special features: visual elements
5. Technical writing differs from academic writing in its presentation,

approach to subject matter, and audience and from imaginative
writing in its “one-meaning-and-one-meaning-only” presentation.

Checklist

m Can I define technical writing?
m Can I list the characteristics of technical writing?
m Can I give examples of technical writing in the workplace?

m Can I explain how technical writing differs from academic and imaginative
writing?

m Can [ identify ways in which technical writing is similar to academic
writing?
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Build Your Foundation
1. What characteristics does technical writing share with other types of writing?

2. Which of these subjects would most likely be written about in a
technical style? Which of these subjects would most likely be written
about in an academic style?

a sunset homelessness a first car
electric circuits graduation a wedding
a computer screen a close friend flowers

3. Which of the following statements would you expect to come from
a technical writing document? Which would come from imaginative
literature? How can you tell? What are your clues?

. My memory of her will never fade. She brought music into my life.

. There are two types of computer random-access memory (RAM):
static RAM and dynamic RAM.

. Most intriguing is the adaptation of Corvette Z52 calipers to the car.

. The mist peeked over the marshland.

. Once upon a time there was a princess who ruled a vast country.
The video output stage simply provides the voltage amplification and
driving power for the cathode-ray tube and accepts the vertical and
horizontal blanking signals.

o o

0 A0

4. In a role you have held, such as chairperson of an organization
or a committee, employee, or team member, describe the kinds of
communication required of you in that role. Would you describe the
communication you did as technical communication? Why or why not?

5. Find a piece of technical writing (or another kind of writing) that you
think is ineffective. Write a brief analysis of the writing, focusing on the
characteristics that make it ineffective. Then analyze a piece of writing
that you believe is effective. Compare the two pieces of writing for
subject, audience, organization, style, tone, and special features.

6. Read each statement and identify the audience you think the writer is
targeting.

a. As instructed by the dentist, oxygenate the patient 5 minutes for every
15 minutes of nitrous oxide exposure to prevent diffusion hypoxia.

b. Here at the office when nitrous oxide is used, the oxygen administered with
it prevents headaches, grogginess, nausea, and that “hung-over” feeling.

c. Make no bones about it—City Dogs is a gentle, funny movie that your
entire family will enjoy!

d. When booking train reservations in Spain, be aware that INTERCITY
is the standard daytime service, while TALGOS offers more amenities
and is more expensive.

e. Come and see Big Bear at Ayden Centre on Saturday morning. Have
your picture taken with him and take home one of the balloon
animals he makes for you.

7. Examine the information found on a box or can of your favorite packaged
food or beverage. In particular, notice the nutrition information. Write
an explanation of why the information on the package is considered
technical communication.

18 | Chapter1




Your Turn

8. What skills do you need to improve your technical writing? How can you
acquire those skills?

9. Conduct an Internet search for the keywords technical writing, technical
editing, and technical communication. Write a summary of your findings
and share your summary with the class.

10. Find an article in a professional journal, either in print or online. Read the
article to understand the organizational strategy used. Because obvious
organization is one of the characteristics of technical communication,
analyze the article to determine whether its organization is obvious and
is easy for readers to follow. Write a report of your findings and attach a
copy of the article.

11. Collect brochures or pamphlets from a local government agency such as
the health department or parks and recreation office. Use the headings
and subheadings to create an outline. Then compare the outline you have
created to the overall message of the document. Write a brief description of
how effectively (or ineffectively) the system of headings and subheadings
provides emphasis for important information in the document.

12. Read an article in your favorite magazine or textbook. Choose special features
of technical writing. How do those features make the writing easy to read?

13. Write a short report describing the writing skills required in three of the
following careers. You may need to research some of the job titles so you
know the kinds of writing the jobs require. Or choose three careers that
interest you and write a short report describing the writing skills that
those careers require.

physical therapist computer network administrator medical assistant

audiologist agricultural extension agent veterinary care aide
research scientist food service manager electrical technician
real estate broker construction project manager reference librarian

14. Search the Internet for an example of technical writing written by
someone who holds a job you might like to have someday. Explain the
purpose of the example and the way the author used technical writing
characteristics to achieve the purpose.

15. Visit the websites of two competing organizations, such as PepsiCo and
The Coca-Cola Company or AT&T and Verizon. Can you determine the
audience that each site targets? Why or why not? Is the site designed to
reach consumers or shareholders or both? How effectively does each site
use the principles of technical communication?

Community Connection

16. Interview a businessperson about his or her technical writing on the job. For interviewtquestions, use
What types of documents does this person write most often? Ask if you the Commun/ty Connection
may bring a sample of the writing to class. worksheet available at

. I . . . www.cengage.com/school
17. Ask a technician or scientist about his or her technical writing on the bcomm /ti dg1wtg C/Ii ck th e/

job. Agk what mistake may have been made as a result of imprecise link for Chapter 1; then click
reporting. Data Files.
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Chapter
Audience and Purpose

Goals Terms
= Determine how to meet the needs of a = accommodate, p. 26 = primary audience, p. 30
specific audience and a multiple audience = culture, p. 27 ® purpose, p. 33
® Plan a document’s purpose, scope, and = demographics, p. 25 = role, p. 27
medium = format, p. 37 = scope, p. 34
® jargon, p. 26 = secondary audience, p. 30
= medium, p. 35 = specific audience, p. 25
= multiple audience, p. 25 = target audience, p. 25

WRITE TO LEARN

Think of something you did recently about which you told a number of
people. Consider how your description of the incident changed depending on
whom you talked to. In one page, explain how you described this incident

to (1) authority figures (for example, parents, instructors, or employers) and
(2) close friends (who may include sisters and brothers). Did the purpose of
your conversation change when you switched audiences? If so, how? How
did each audience affect your tone, your body language, your choice

of words, and the information you chose to include or omit?

Focus on Audience and Purpose

Read the sample document on the next page and answer these questions:

Who is the audience for this web page?

Who is the writer, and what does the writer want the reader to do?
What has the writer done to show an understanding of this reader?
What kind of information has the writer provided to convince the reader
to give blood? Do you think the writer has done a good job? Explain.

What If?

e The reader did not have access to the Internet?

® The reader is a regular donor, but he does not have transportation to the
Blood Mobile site?

® The reader is a willing first-time donor but wonders if it is all right to give
blood on her way home after lifting weights at the gym?

¢ The reader might be willing to donate but is legally blind?
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1.

10.

Top 10 reasons people don’t give blood

I don't like needles / I am scared of needles / I am afraid to give blood

Nearly everyone feels that way at first. However, most donors will tell you that you
feel only a slight initial pinch, and 7—10 minutes later, you are finished and headed
for the canteen. If you take the time (and courage) to make one donation, you’ll
wonder why you ever hesitated.

I am too busy

The entire process takes about an hour, and the actual blood donation time is only 7—
10 minutes. If you stop to think that an hour of your time could mean a lifetime for a
premature baby, someone with cancer undergoing chemotherapy, or someone who’s
had an accident, you might decide that you can make the time to give the gift of life.
No-one ever asked me. . . I didn't realize my blood was needed

Consider yourself asked! There is simply no other way to supply the blood needs of
hospital patients but for the generous donations of people like you. Every two seconds
someone in America needs blood. More than 38,000 donations are needed every day
in communities across the U.S.

I already gave this year

You can give every 56 days. Many donors give 5 times a year!

I am afraid I’ll get AIDS

It is not possible to get AIDS by donating blood to the American Red Cross. A new
sterile needle is used for each donor and discarded afterwards.

My blood isn’t the right type

Every type of blood is needed daily to meet patient needs. If you have a common
blood type, there are many patients who need it, so it is in high demand. If you have a
less common blood type, there are fewer donors available to give it, so it is in short
supply.

I don't have any blood to spare

The average adult body has 10-12 pints of blood. Doctors say that healthy adults may
give regularly because the body quickly replaces the blood you donate.

I don’t want to feel weak afterward

Donating blood should not affect adversely a healthy adult because your body has
plenty of blood. You will donate less than one pint, and your body, which constantly
makes new blood, will replace the donated volume within 24 hours. Most people
continue their usual activities after donating.

They won’t want my blood (I am too old / I've had an illness)

If you have doubts, check with your physician. The qualified staff on duty at a blood
drive or donor center will also review your medical history with you. There is no
upper age limit to donate blood with the American Red Cross, and a great many
medical conditions do not prevent you from donating blood, or may have done so
only temporarily in the past.

I have a rare blood type, so I'll wait until there is a special need

Blood that is rare or special is almost always in short supply. There is a constant need
for these blood types in order to avoid having to recruit specific blood types in a
crisis.

Sample Document Written for a Specific Audience
Source: www.givelife.org/donor/topioexcuses.asp
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Writing@Work

Dr. Christopher Blackwell
is Assistant Professor at the
University of Central Florida’s
College of Nursing. He teaches
graduate-level nursing courses,
serves on several faculty committees, and researches health
and social disparities in vulnerable patient populations.

nan Services

When Christopher needs to persuade fellow faculty members
£ to make a change to their graduate program, he knows that
2 he has to do more than simply speak up: He must produce

& documented evidence to support his case. “Verbally, | am

3 able to communicate my opinion to my colleagues, but

when | present effectively written documentation based on

research, my points of view are validated by others.”

topher Blackwell

Christopher’s gift for speaking comes in handy in the classroom, where he has
a different audience: nursing students. “To help students remember essential

information,” he says, “I use real clinical scenarios that | have experienced and
also tell jokes. Students appreciate these types of communication.” In addition
to instructive anecdotes and humor, Christopher believes that body language,

or nonverbal cues, are important to effective classroom communication.

While he teaches for a student audience, he researches and publishes writing
for a professional scholarly audience. Christopher strongly believes that “the one
thing that is most essential when preparing formal writing is focus.” To focus his
writing for an academic audience, Christopher writes an article’s abstract—or a
summary of the article—first and then uses this synopsis as an outline for the
longer piece.

Think Critically

1. The profile describes three types of communication in which Christopher
engages. What are they? How are they different? How are they similar? How
does Christopher prepare to communicate effectively in each situation?

2. Are you surprised to read that a nursing professor tells jokes in class? Why
does Christopher use humor?

Printed with permission of Dr. Christopher Blackwell
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MEETING THE AUDIENCE’S NEEDS

Audience and reader are nearly interchangeable terms. As technical
communication expands to include multimedia presentations, audience has
a broader meaning. Sometimes the audience is not a reader, but a listener
or an observer. On the Web, the reader also is an active participant. In any
case, technical writers must know who the members of their audience are
and what those readers need or want to know.

In the sample document on page 21, the writer knows who the audience is—
potential blood donors. The focus is on the reader, and the writing shows an
understanding of the reader’s point of view. The Red Cross knows this reader
well, obviously having heard these reasons many times. After identifying this
audience, the writer systematically counters any objections with objective,
precise, factual information.

Technical writing is written

for both internal and external
audiences. When Roweena,

a dispatcher, writes a memo
announcing pay increases to the
police officers in her district,
she is writing to the members
of her organization—an internal
audience. The author of “Top

10 reasons people don’t give
blood” is writing for an external
audience—people outside the
organization.

In technical writing, the writer
is transparent. A technical
writer is like a member of

a stage crew, a behind-the-
scenes operator, whose
primary obligation is to

satisfy the audience’s need for
information. In a good play, the
audience is barely aware of the
crew at work who is moving
sets and producing sound on
cue, but without the crew,

the show would not go on. Similarly, good writers produce work without
drawing attention to their role.
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Types of Audiences

You may write a poem or short story without the intention of sharing it
with anyone. However, technical writing implies an audience, often a very
specific audience, but sometimes a more varied audience. Your readers may
be customers, coworkers, managers, subordinates, or the general public.
Usually, your relationship to your readers determines how you write your
document—the tone you use, the formality of the language, and its medium.

Suppose your younger
brother or sister did
something that made you
unhappy. How would you
talk to your brother or sister
about the problem? Now
suppose the person who
offended you was a coworker.
How would your audience
affect what you say?
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The BBC, the British Broadcasting Corporation,
has two versions of the news on its website,

a UK (United Kingdom) version and an
international version. Users logging on are
automatically taken to the broadcast deemed
most relevant based on their geographic
locations. Thus, a person from the Middle East
will see news from the Middle East; a person
from South Asia will see news from South
Asia. Other news websites including VOA,
Voice of America, and Google News offer
news in similar formats. As you can see, these
organizations have designed websites to reach
out to many different audiences.

Think Critically

How might news about an event reported by
India be different from the news about the
same event reported by the United States?

A memo to the chief executive officer (CEO), for example,
would be more formal than a memo to a coworker.

As you are planning your document, consider whether your
readers fall into one of these categories:

m Lay reader: a general reader without expert knowledge but with
an interest in a subject. Readers of newspapers and magazines
such as Psychology Today and Popular Science are lay readers.

m Technician: a person with skilled knowledge in an area who
implements the ideas or plans of the expert. Technicians, like
lathe operators and network administrators, operate equipment,
repair machinery, and train others. They read manuals,
schematics, blueprints, and technical reports.

m Expert: an authority in a particular field who is highly skilled
and professional, perhaps with an advanced degree. Experts
design equipment, conduct research, and create new products.
Experts such as medical doctors and engineers contribute

to professional journals such as the Journal of the American
Medical Association and the Journal of Applied Physics,
respectively, and they read professional journals.

® Manager: a person who organizes personnel and is responsible
for the day-to-day operations as well as long-range planning.
Upper-level managers are leaders responsible for creating a
vision and moving the organization forward. Depending on their

level of expert knowledge, managers may read feasibility reports, research
reports, financial reports, or professional articles.

A reader can fall into more than one category. Thinking through the
categories will help you make decisions about how best to communicate
with your audience.

Meeting the Needs of a Specific Audience

Do you understand the message below? It is written in Morse code—letters
as a series of dots and dashes transmitted as sounds, lights, or electrical
pulses. Many people have no need to know Morse code. They are not the
target audience. Therefore, the message fails to communicate.

A Navy radio operator during World War [ would have understood this code.
The operator’s audience shared a common mission: to receive important
military messages over long distances. In short, the Navy radio operator used
Morse code to meet the highly specific needs of a particular audience.
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The Navy operator is the target audience, the audience for which the
message is written, the audience to which the writer is writing by using
language this reader will understand.

To communicate successfully,

you must speak the “language”

of your audience. Failure to speak
in terms that your reader expects
creates a barrier that prevents
communication, much the same
way the Morse code keeps you
from understanding its message.
But to speak the language, you
must know who the audience is.
Your audience may be a specific
audience (a single person or a
group whose point of view is the
same), or your audience may be a
multiple audience (readers whose
points of view differ). Once you
know your audience, you can plan
ways to appeal to your reader(s).

To help you target the needs of a
specific group, gather information
about the demographics of the
group—information such as the
age, sex, income, and educational
level of your group. If you are planning to advertise a new day care center,
for example, your target audience would be working parents with young
children. You might look at census data to find out where to advertise your
new center. If you are designing a website for retirees, look into what retirees
are interested in—for example, health care, recreational activities, and travel.

As a writer, the relationship with your readers is also important. Are

they customers, managers, peers, or subordinates? Your relationship will
determine how you write your document—the tone you use, the formality
of your document, and its medium.

The reader’s needs determine what kind of information the writer supplies.
When your manager needs to know the cost of hiring an administrative
assistant, you provide cost. When the maintenance crew wants an e-mail
that provides information about mosquito repellent, you research repellents
and send the crew members an e-mail with your information. When the
audience is unsure of its needs, the writer helps the audience think through
the communication situation.

In technical writing, one rule dominates: The needs and wants of your
audience dictate every decision you make as a writer. The writer uses a

skill to provide a valuable service. Think of it this way: The writer is the
server, and the audience is the person ordering from the menu. If the person
ordering requests a salad with no tomatoes and Italian dressing on the side,
the server obliges!

Digital Vision/Getty Images
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Analyze Your Target Audience

Sometimes your audience is a specific person or group with a common
interest. After you identify the readers in your target audience, consider
how their knowledge level, roles, interests, cultural background, and
personalities may influence what you write and how you write it. Age,
experience, attitude, organizational distance, income, and politics may
affect the language you choose to communicate successfully. Targeting the
special needs of a specific audience requires a writer to consider several
factors at once. Understanding your audience’s knowledge level, role,
interests, cultural background, and personality is the first step to successful
communication.

Attending to the needs and wants of your audience is much like attending
to a special guest in your home. You are aware of this person’s presence,
and you make every effort to make this person feel welcomed. For example,
a Spanish-speaking exchange student from Chile spoke English moderately
well and enjoyed playing the guitar. His American host family attended to
his needs and wants by defining unfamiliar words and borrowing a guitar
for him to play. Just as the host family gave special consideration to the
Chilean student, you should consider your audience by making every effort
to accommodate (adjust to, make concessions for) your audience’s needs

and wants.

-9 N-TBookmark >

Cyborlink is a website that provides

tips on how to conduct business

in 122 countries according to each
culture’s norms. Included in this site is
information on what to wear; how to
greet people; when and how to present
gifts; and how, in general, people should
mind their manners when conducting
business overseas.

Go to the NET Bookmark for Chapter 2
and find Hofstede’s Dimension of
Culture Scales. How does the United
States rank on the scale? Compare

your finding for the United States to
those of two other countries. Bring your
findings to class for a discussion of the
similarities and differences.

www.cengage.com/school/bcomm/techwtg
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Knowledge Level

What people know and how well they know it varies widely
from one person to the next. As such, knowledge level can be
high, low, or moderate. It can be technical or nontechnical.
Ask yourself what your readers know or do not know about
your subject. If you tell them what they already know, you
risk wasting their time (not to mention yours). Yet if you omit
something they need to know, you have not done your job.

For example, the knowledge level of Josh’s parents prevented
them from understanding a medical report. After 2-year-old Josh
fell down a flight of stairs at home, his distraught parents took
him to the emergency room. Josh’s emergency room report read
as follows: “The child suffered from contusions and lacerations.”
Contusions and lacerations are familiar terms to doctors and
nurses. For Josh’s parents, however, the medical jargon (the
highly specialized language of a discipline or technical field)

did not communicate as effectively as these everyday terms that
are familiar to most parents: The child suffered from cuts and
bruises. The medical jargon was confusing, and it made Josh’s
fall seem worse than it really was.

Experience, age, and expertise can affect how much someone
knows. Josh’s parents lacked the experience and background of a
doctor or nurse. And because of his age, Josh did not understand
medical terms. The technician who X-rayed Josh’s finger knew
how to position it to get the best picture but lacked the expert
knowledge of the engineer who designed the machine.


www.cengage.com/school/bcomm/techwtg

Role

Consider your reader’s role or
his or her area of responsibility
before you begin writing. A
role is the function or job that
someone performs at work.
Role or job title affects not only
knowledge level, but also the
information your reader thinks
is important.

Understand your reader’s

role and accommodate it. An
accountant is concerned about
her company’s finances. If you
write a memo to the accounting 5 " CRRXS
office about a planned purchase, Q/ Sa¥s

you should accommodate the >\ X

accountant’s role by including

information about cost. The technician who reads the same memo may be
more interested in how to operate equipment being purchased, having little
concern about the cost. For the technician, you should include sufficient
information about the technical aspects of the equipment.

Interest

When your readers are interested in your subject, they read with greater
enthusiasm. Where you find common interest, take advantage of it. Where
there is none, try to create it. Some readers, however, will never be interested
in your subject. Accept those readers’ lack of interest and focus on giving
them the information they need.

Interest can be affected by age, experience, cultural background, and role.
Your interests now are different from what they were ten years ago because
you have a wider range of experiences. The camping and fishing trips you
enjoyed as a child may have been replaced by long motor trips and concerts
as a young adult. If everyone in your family enjoys eating black beans and
rice, you may have a taste for those foods because of your background. Right
now your role is to be a student. When you join the workforce, your interests
will be determined in part by your professional role.

Cultural Background

Culture—the special beliefs, customs, and values specific to a particular
group of people or to a particular region—affects what an audience considers
to be proper behavior. Many beliefs regarding human relations are affected
by an individual’s cultural background. By failing to consider someone’s
cultural background, you risk offending your reader and creating barriers in
the communication process. Your goal is to open the lines of communication
and reach out to all of your readers.

© Yuri Arcurs, 2009/Used under license from Shutterstock.com
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In the United States, regional cultural differences affect communication.

In the South, many parents insist that their children say, “Yes, ma’am,”
“No, ma’am,” “Yes, sir,” and “No, sir” to their elders as a sign of respect
and proper etiquette. Other regions of the country do not rely as heavily

on these endearments. While “Yes, ma’am” and “Yes, sir” are expected as
polite gestures in one region of the country, the expressions may sound out
of place—even offensive—in another region. Some people begin a telephone
conversation with small talk, asking how the person or his or her family is,
as a prelude to conducting business. Yet other people consider such small
talk to be too personal or a waste of time.

U.S. businesses are becoming increasingly global. American-based
businesses have interests abroad in countries such as Mexico, Argentina,
Turkey, and India. Many documents are read by audiences outside the
United States whose cultural differences affect communication. Where
American business personnel perceive directness as a sign of open and
honest business dealings, other cultures consider this approach brash
and insensitive. Where American business relies heavily on written
agreements (“put it in writing” and “read the fine print”), other cultures
trust oral communication. Understanding these differences is imperative
to accommodating your audience’s cultural background.

Personality

Personality can be affected by culture, heredity, age, experience, and role.
Also, someone’s personality can shape his or her work habits. A legal
researcher who prefers to work alone may appreciate receiving instructions
via e-mail and therefore enjoys reading her e-mail. Someone who prefers
working in a group may want to receive oral instructions in a meeting so

he can share his reaction with others. For him, e-mail may be a nuisance.
When communicating, you may not know your readers well enough to
make judgments about their personalities. But if you do, you can tailor your
communication style appropriately.

Mayur is a successful manager. Part of his success comes from analyzing

the personalities of his subordinates and supervisors. He knows that his
supervisor likes to make decisions based on facts. When Mayur talks to her,
he is direct and presents only the facts. When Mayur writes to her, his tone
is objective and he includes ample statistical data. In fact, the company’s
new medical plan is the result of Mayur’s detailed proposal. Mayur’s line
manager, on the other hand, is laid-back and wants to know only the bottom
line. Memos to him are short, infrequent, and friendly. The line manager is
not interested in details, prefers a visit to a memo, and is hurt if the tone is
too formal. Mayur has a good relationship with this line manager, who might
otherwise be suspicious of a supervisor.

Before you begin to write a technical document, analyze your audience to
determine their special needs. Use the questions in Table 2.1 to help you
decide what is important to remember about your reader(s). When you
have answered the questions, consider the single most important thing to
remember about your audience. Then follow the suggestions in the second
column for adjusting to your audience’s needs.



ASK THESE QUESTIONS

MAKE THESE ACCOMMODATIONS

Knowledge Level

What does my reader already know
about the topic?

Is my reader an expert, a technician, or a
lay reader?

What does my reader need to know?

What does my reader want to know?

Add particular knowledge that your
audience does not have. Leave out or
quickly summarize knowledge your
audience already has. Decide how much
technical language to include. Use infor-
mal definitions or a glossary if necessary.
Present complex information visually.

Interests

How strong is my reader’s interest in my
topic?

Are my reader’s priorities different from
mine or the same as mine?

Is my reader likely to agree with my
point of view?

Appeal to known interests or try to cre-
ate interest. Express agreement with and
understanding of a point of view when
possible. Provide evidence to help sway
others to your point of view.

Role

Is my reader’s role

-to make decisions or implement a plan?
-to operate equipment, encode data,
train others?

-to create or design or invent?

Is my communication going to manage-
ment, to a peer, or to a supervisee?

Include knowledge the role requires—
planning parameters for managers,
technical details for technicians. Write
different sections for different roles. Be
diplomatic with management, courte-
ous yet straightforward with a peer, and
respectful and direct with someone you
supervise.

Cultural Background

What is my reader’s cultural
background?

What are my reader’s beliefs?

Are my reader’s beliefs different from
mine or the same as mine?

Understand how culture affects some-
one’s beliefs and decisions. Learn about
the cultural background of your audi-
ence and adhere to the cultural norms of
that audience as much as possible.

Personality

What kind of personality does my reader
have?

Is my reader analytical, quiet, or
outgoing?

Does my reader prefer having details or
seeing the big picture?

Adjust tone and medium to personality.
Provide facts, order, and evidence for the
analytically minded; a personal touch for
facilitators; and ideas and the overall
picture for creative thinkers.

Table 2.1

After studying Table 2.1,
complete the Accommodating
Your Audience’s Needs
worksheet available at
www.cengage.com/school/
bcomm/techwtg. Click the
link for Chapter 2; then click
Data Files.
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TYPICAL READER

A person or group of people who want or

need specific information.

WRITER’S FOCUS

Meeting the Needs of a Multiple Audience

Shakespeare was arguably the greatest writer who ever lived. His success
depended on his wit, knowledge of theater, and understanding of his
audience. As a businessperson, Shakespeare knew that he had to please
England’s royal family as well as the peasants who came to see his plays. He
had to appeal to young and old, to men and women, to the educated and the
uneducated. In the sixteenth century, Shakespeare wrote successfully to a
multiple audience, an audience made up of multiple interests, with members
whose needs and wants sometimes conflicted with one another.

Today technical writers face a similar challenge writing to

an audience that can include executives, managers, and
administrative assistants. In his day, Shakespeare was clever—he
wrote different parts of the same play for different people.

Today his “different parts for different folks” strategy is used by
technical writers too. But technical writers go one step further.
They “label” the parts with headings, short titles preceding
sections of the document to alert readers to the information

Analyzing the audience’s needs and provid- written for them.
ing information in the best possible way Another strategy for meeting the diverse needs of a multiple

for the audience to understand.
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audience is to determine who comes first—whose needs are

most important. To decide what data to focus on as you write,

divide your audience into two groups: primary audience and

secondary audience. Think of the primary audience as readers
or listeners to whom you are responsible first and the secondary audience as
readers or listeners to whom you are responsible after having met the needs
of the primary audience. Both audiences are important, but as a writer, you
must organize your tasks according to some kind of priority.

Walsh Plastics is considering building a plant in Thailand. Suppose you

are the writer of the feasibility report analyzing the move for the company.
Walsh’s executives and the company lawyer must decide whether to open

a factory in a foreign country. They constitute the primary audience. The
architect who will design the new plant, the sales representatives who will
move, and the managers who will train new workers make up the secondary
audience. How will you address each audience’s needs and wants?

The following criteria may help you determine who the primary and
secondary audiences are for your writing projects.

PRIMARY AUDIENCE SECONDARY AUDIENCE

m Asked for or authorized the m Will be affected by the document
writing of the document in some way
m Will make decisions based on the m Is interested in the decisions
information in the document made or the information in the
document

m Will request or take action based
on information in the document =~ ® May use some information for
a purpose different from the

m Will likely read the entire ,
document’s purpose

document
® May read selected portions




Magdalena, a computer programmer, faced the challenging task of writing

a proposal for the inventory management program of a local school system.
The primary audience, the director, contracted services with Magdalena,
specified what the program needed to do, and decided who would be
trained to use the program. The secondary audience included assistants who
would key data, the programmer who would modify the program, and the
superintendent who would confirm that the programmer had fulfilled his or
her contract terms.

Magdalena’s audience ranged from readers with little knowledge of
programming to readers with extensive knowledge of programming. To
accommodate all of their needs, she wrote different parts of the report

for different people. Table 2.2 on the next page reveals the adjustments
Magdalena made to accommodate the needs of the multiple audience.
Chapter 13 will cover long reports with different headings that are written to
accommodate a multiple audience.

Sometimes, though, when a document is short, you can simply revise it

for each audience and send it separately. For example, an e-mail from the
director of information systems to the network administrators telling them to
bring down the network Friday afternoon for routine maintenance specified
what the network staff should do. The director reminded the network
administrators that users would be notified to log off by noon.

Focus on

Ethics

As a writer, to avoid biased language, you must be aware of stereotypes

in your writing. Sometimes the stereotype is so engrained in the culture
that you do not realize you are using biased language. You probably know
that you should avoid sexist language in your writing (referring to men
and women differently), but stereotypes include more than gender. People
also can be stereotyped because of race, sexual orientation, age, physical or
mental abilities, religion, ethnicity, and weight.

In your writing, strive to present everyone as being equal. There are several
ways to do this. First, avoid sexist language by referring to men and women
the same way. For example, do not assume that all doctors are men and that
all nurses are women. Avoid using examples that reinforce stereotypes.

Do not mention a person’s physical characteristics if they are not relevant. If
you would not say, “Our new software developer is Max, a smart white man
without disabilities,” then do not say, “Our new software developer is Sandra,
a smart white woman with physical disabilities.”

Sometimes you are not aware of the biased language. If you are not sure
whether you have used stereotypes in your writing, ask another person to
look over the document.

Think Critically

What are the possible consequences of stereotyping people?
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READER’S ROLES AND NEEDS

MAGDALENA’S ADJUSTMENT
TO READER

As the approver, the superintendent
needs to know whether the money
spent on the programmer’s services
was responsibly invested and whether
the terms of the contract have been
completed.

Magdalena writes a cover memo briefly
summarizing the report, describing the
program, and outlining advantages to
the school system. She uses little or no
technical language, carefully defining
any technical terms.

As the decision maker and manager, the
director needs an overview of the pro-
gram to see whether the specifications
agreed upon have been met and to re-
ceive a demonstration of the product.

Magdalena writes the Executive Sum-
mary, which presents the most important
information in the report. She includes
some technical language and gives a
formal demonstration of the program.

Despite varied roles, all of the readers
need to understand the purpose of the
manual and those parts that will help
each of them.

In the Introduction, Magdalena explains
the purpose of the proposal and its or-
ganization. She uses little or no technical
language.

As the technician, the programmer needs
to understand the program structure, to
know how best to extend the functional-
ity of the program, and to know how
users interface with the program.

Magdalena documents her program-
ming with UML diagrams and places
this information in the Appendix. She
invites the programmer to the training
session for assistants.

As end users, the administrative assis-
tants need to understand how to key,
manipulate, and find data as quickly as
possible.

Magdalena writes Procedures that explain
how to use the program. She uses short
commands, occasional explanations,

and screen shots. She then follows up
with a training session on how to use the
program.

Table 2.2

Before the director sent the e-mail to users, she revised the message.
Instead of specifying the work to be done, she asked users to log off by
noon, announced that the maintenance was routine, and thanked them for
their cooperation and patience. The reminder of the network outage in the
bimonthly newsletter was even briefer. By the time she finished, she had
revised her message for three different audiences.

Writing to a multiple audience, then, requires careful analysis of each
possible audience member followed by a workable plan. Writing “different

parts for different folks,” focusing on the needs of the primary audience, and
rewriting short documents are all strategies available to the technical writer.
Remember, too, that an audience that you did not consider could read your
document. Therefore, you must anticipate every possible audience member
and write accordingly.



@ sToP AND THINK

Think of an issue about which you feel passionate—your candidate for

Student Government Association president, pet adoptions, a political issue, or
something else that is important to you. Suppose you had to convince the entire
student body to agree with you. What kinds of adjustments would you make to
appeal to your multiple audiences?

PLANNING YOUR DOCUMENT’S PURPOSE,
SCOPE, AND MEDIUM Suppose a local newspaper

reporter had interviewed you
about the incident you wrote
about in the Write to Learn
activity. How does knowing
that the story will appear in
print for a wider audience
affect what you say and do

Understanding who your audience is and what they need and want is an
important part of your job as a writer. However, you have other decisions to
make before you are ready to write. Early in the writing process, determine
the purpose of your document, its scope, and the medium you will use.

Pu rpose not say? Suppose you were
Purpose is defined as a specific end or outcome to be obtained. It is being interviewed before a
what a writer wants a reader to do after reading a document. In technical live television audience. What
writing, the purpose is to inform or persuade. Quite often the purpose is adjustments would you make
both. Because much technical writing is intended to persuade, you need to in that instance?

consider your topic from the readers’ points of view. How will your readers
react to the information you provide? For them, is the information good

or bad news? With whom or what are you competing for your readers’
attention? Is there a time limit for responding? Are your readers required to
read your document? In other words, how hard must you work to get and
keep your readers’ attention? You should address these and other concerns as
you think about the purpose of your document.

To determine the specific purpose of your writing assignment, ask yourself a
couple of basic questions:

m What do I want to inform my readers about?
m What do I want to persuade or convince them of?
m What do I want to happen as a result of this document?

To determine the purpose of your writing, ask additional questions to

figure out what you want to happen as a result of the document. What do
you want your readers to do? What do you want them to know, to buy, to
believe, to give? What would you like them to learn to do or change their
minds about? Would you like them to stop doing something or start doing
something? When you answer those questions, you will know the purpose of
your document.

A statement of purpose may be to inform citizens of the latest employment
trends or to convince the public to purchase smoke alarms. The persuasive
purpose also implies providing information. Thus, a purpose to persuade
becomes a purpose to inform, too. To convince bank customers to invest
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their money in money market accounts, you also must inform them about
the advantages of such accounts. To convince the public to purchase smoke
alarms requires evidence that smoke alarms save lives.

A statement of purpose on the same topic can vary for each audience.
Consider the new employee evaluation system at Fabre Perfume Industries.
Every employee is evaluated. Therefore, the purpose of the new Employee
Evaluation Manual is to describe the procedure so that all employees
understand how they will be evaluated.

However, because supervisors must conduct the evaluations, they receive the
new Employee Evaluation Manual and the Evaluation Procedures Manual.
The purpose of these manuals is to inform supervisors about the new
procedure for conducting evaluations—how to download forms, where to file
them, and what the deadlines are. The topic—new evaluations—is the same,
but supervisors need additional information.

Scope

Once you have a clear, stated purpose, you must decide the following: How
thorough will my coverage be? What information do I include and omit?
Here you use your audience analysis and statement of purpose to make
decisions about the scope of your
writing—the extent of treatment,
activity, or influence, that is, what
is and is not included.

Suppose you are writing
instructions telling car owners
how to change a tire. You have
settled on this statement of
purpose: The user should be able
to change a tire after reading

my instructions. If you wonder
whether to include information
about how to select a dependable
tire or how often to rotate tires,
you could review your statement
of purpose and say to yourself,
No, my purpose is to explain
how to change a tire, not to

sell tires or inform users about
proper tire maintenance. If you
are wondering whether to tell
your reader that changing a tire
is not difficult and that it is an
important survival skill, you

can ask yourself this question:
Will this information help me
achieve my purpose with this audience? In other words, will it help my
drivers change a tire? The answer is yes. You want to include anything that
motivates your reader to perform your process.

© Vuk Vukmirovic, 2009/Used under license from Shutterstock.com



Medium

Finally, you need to choose a medium for delivering your message. Today
technology gives you many options.

The medium is a means by which information is conveyed (for example, a
television commercial). What kind of document will you produce? Will it
be printed? What medium will accomplish your purpose and appeal to your
audience?

Do you need detailed instructions or a quick reference sheet? PowerPoint®
slides or a memo? Do you need to post your document on the Web or send it
as an e-mail attachment? Do you pay to print 20 copies of an 85-page formal
proposal and then mail it, or is it more cost-effective to send 20 CDs that
include an interactive menu, a video of the president, and photographs?

As you are making your decision, ask yourself three questions:

1. Is the medium appropriate for my audience, message, and purpose?

2. Is the time and money required to produce the medium worth the possible
outcome?

3. What media are available to me?

Using the interactive CD complete with video for your 85-page proposal
certainly takes advantage of the features made possible by technology. But

is it appropriate for your audience? Such a presentation could generate more
interest than the printed page. The CD is compact, is easy to produce and
mail, provides many options for retrieval, and may appeal to an audience’s
fascination with technology. Once the CD is loaded, users have more choices.
They can print some or all of the content.

kemie/iStockphoto.com
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Marcus and Sophia are chemists conducting experiments for Wuxi
Pharmaceuticals on how bacteria ward off viral invaders. They just left the
lab to attend a retirement reception for the head of maintenance, a highly
respected and well-liked man responsible for keeping the lab facilities
running during power outages and holidays. Nearly everyone has come

to wish him well. Marcus and Sophia are carrying on a lively conversation,
excited about something that happened in the lab that day. They enter the
reception area and settle into a corner with Uma, the public relations officer,
and Drew, the new webmaster, who is looking uncomfortable in such a
large group. During the presentation, Marcus and Sophia continue to talk
quietly about the CRISPR-based immunity and RNA interference in higher
organisms, ignoring everything that is taking place around them. Marcus
sees Uma looking at him with a puzzled look.

Think Critically

Why do you think Uma looks puzzled? What advice would you give to Marcus
and Sophia?

However, for someone who just wants to read a document, the CD may seem
too complicated. If the reader is having a problem with his or her computer’s
internal hardware, the video of the president will not matter. Producing

the CD may take extra time and greater skill, perhaps requiring the help

of colleagues. You must ask yourself whether the possible outcome of this
project is worth the extra effort. The extra time and effort may be worthwhile
if you are hoping to land a major account using a media display. But if your
audience is not the financial player you need, perhaps you are better off with
the 85 printed pages or carefully chosen excerpts.

To help you decide what medium is appropriate, find out what kind of media
are typically used in your organization. Your local department of social
services may use e-mail for routine communication and interoffice mail

for important memos and intake reports. The state agency, however, may
expect e-mail attachments for monthly participation reports. Work at the
national level may best be presented on a website from which PowerPoint®
presentations and brochures can be downloaded and printed.

While many businesses have state-of-the-art computer equipment and fast
Internet connections, some small businesses, such as Air Care’s home heating
and air-conditioning business, may have only a computer, a printer, and a
minimum amount of accounting and word processing software. You, like
Ramon, the owner of Air Care, may find yourself in a field for which you are
well prepared professionally but not as adept with desktop publishing. So
CD-ROMs and web pages are not yet options for everyone. Perhaps well-
designed sales proposals, invoices, and interoffice memos meet the needs of
this environment.



The format of your medium deals with the details of the document’s
arrangement: the type of document, its length, the preferred style manual, and
its organization. Just as your English instructor may prefer that your essays be
written a particular way, your employer also may prefer that your document
be written a certain way. Your English instructor may require papers to be
keyed and double-spaced using the guidelines from the MLA Handbook

for Writers of Research Papers. Your business or psychology instructor may
require another style guide, such as The Chicago Manual of Style or the
Publication Manual of the American Psychological Association.

An employer may expect you to follow a company style sheet (with
suggested headings and a specified way to present data) and include the
company letterhead (with the logo, address, and slogan). Traditionally,
correspondence outside an organization uses a business letter and
correspondence inside an organization uses a memo. Furthermore, the level
of formality may depend on the subject matter, the audience, and company
standards.

Today electronic formats consisting of e-mail, CD-ROM, online help, and
web-based information are changing traditional ways of communicating.
E-mail is an informal and quick (although not always reliable) way to
communicate and can be used for inside and outside correspondence. Forms
and procedures can be posted on a company’s intranet web server where
templates set up for page layouts ensure design consistency.

Technical writers have many avenues with which to convey information.
Writers” many choices provide them with creative and innovative solutions
to any communication challenge. On the following page, Table 2.3 shows
some of the choices for a medium once the purpose and scope have been
determined.

© Andrey Arkusha, 2009/Used under license from Shutterstock.com
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PURPOSE

To convince
reader(s) to . ..

SCOPE

Includes...

Does not
include...

MEDIUM

Possible choices

Prepare for hur-

ricane (residents of

North Carolina)

Emergency sup-
plies, hurricane
routes, shelters,
procedures

Routes/shelters for
states other than
North Carolina

Brochure,
newspaper insert

Operate Brand X
scanner

Information for
scanning photos
and texts

Information for
any brand other
than X; instruc-
tions for how to
repair

Short user’s
manual, online
help

Stop smoking with
nicotine patch
(smoker of ten
years)

Information about
the nicotine patch

Information about
other methods
such as gum,

will power, and
hypnosis

Pharmaceutical
insert for nicotine
patch

Eat nutritious
meals (teens)

Simple, quick
recipes to meet
basic nutritious
needs; foods teens
typically like

Recipes for

heart patients,
diabetics, or aging
population

Spiral-bound
cookbook with CD

Book a vacation
(middle-class
families)

Vacation spots
with group activi-
ties and fun parks;
reduced rates

Vacation spots
with long flights or
honeymoon plans

Magazine article,
brochure, website

Seek information

Information about

Opinions about

Letter

about financial parental income fairness of
aid (high school and college plans  financial aid
seniors)

Table 2.3

@ sToP AND THINK

Analyze an assignment that one of your instructors has given you. What are the
purpose, scope, and medium of the assignment?




CHAPTER 2
REVIEW

SUMMARY

1. The audience’s needs and wants should dictate every decision a
writer makes.

2. A specific audience is a single reader or a group of readers with

a common purpose. Knowledge level, roles, interests, cultural
background, and personality affect communication with a specific
audience.

3. A multiple audience is made up of readers with different points of

view. Analyzing knowledge level, roles, interests, cultural background,
personality, and format are still important when communicating with
a multiple audience.

4. A writer must analyze his or her audience, then decide how to

accommodate the readers’ needs and wants.

5. Early in the writing process, a writer must determine the purpose,

scope, and medium.

Checklist

Is my audience a specific audience or a multiple audience?

Have I analyzed the knowledge level, roles, interests, cultural background,
and personality of my audience?

If I am dealing with a multiple audience, have I selected a strategy for
accommodating their needs and wants?

Have I put into words the purpose of my writing assignment?

Have I determined the scope of my writing assignment by deciding what it
should and should not include?

Have I found an appropriate medium for the writing assignment?
Did I match the audience to the medium?

Have I weighed the costs and time of producing the medium?
Have I considered other available media?

Have I selected an appropriate format for the audience and purpose of the
writing assignment?

Have I checked for stereotypes in my writing?
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Build Your Foundation

1. To make you more aware of audience, answer the following questions:
Who might be the target audience for these TV shows, networks, or
stations? To what groups of people might they appeal? Why?

Grey’s Anatomy Monday Night Football Country Music Television
60 Minutes Jeopardy Nick at Nite
American Idol Lost The History Channel

2. Consider the following terms. If any are unfamiliar to you, look them
up in a dictionary or ask your family or friends what they mean. Which
audience(s) would understand these terms?

blitz RAM curl sauté
goalie billabong dunk arabesque
rap compost angioplasty starboard

3. Look through the comic section of the Sunday newspaper. Which comic
strips appeal to which audiences? How do you know? For each comic
strip, list the target audience and features that help you identify the
audience.

4. Bring several issues of your favorite magazine to class or visit a library.
Spend 15-20 minutes looking at the table of contents and browsing
through the articles and advertisements. After considering the following
questions, write a few paragraphs analyzing one magazine for audience
and purpose.

a. What is the purpose of the magazine? Who is the intended audience?

b. What are four things the editors of the magazine have done to
accommodate their readers’ needs and wants? In other words, how
have the editors appealed to their readers?

c. Do you like the way the magazine has tried to appeal to its readers?
Why do you believe the appeal is or is not successful?

d. What suggestions do you have for improving the appeal of the
magazine?

e. Do you notice stereotypes in the magazine, particularly in the
advertisements? If so, what are they?

5. Suggest an appropriate audience and medium for the following situations:

a. Nadia wants members of her scuba diving club to know the latest
diving news.

b. Thaddeus is responsible for selling manufactured homes in his
territory.

c. The County Health Department wants to tell the public how to prevent
the flu.

6. Who are the primary and secondary audiences in the following situations?

a. Aruna Amin, an advertising consultant, has been hired to write a
series of ads to educate young people about the danger of using cell
phones while driving.

b. Lu-yin Chang, a professional technical writer, is working on a catalog
for Pickernel Camping, a national outfitter of camping supplies.
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Your Turn

7. Divide into teams of three or four students. Use the following scenario to

answer items a and b.

Sam, Kaito, and Meg have just started publishing TV Highlights, a weekly
magazine. Sam sells the advertising. Kaito, a graphic designer, is responsible
for the artwork. Kaito’s uncle is the owner. He makes most of the decisions
but often defers to Kaito’s opinions. Meg is the accountant.

Think about the role each person performs in this small company.

How do each person’s responsibilities affect decisions? How does each
person’s role affect how he or she communicates with the other people in
the company? Also, who is the target audience for TV Highlights?

a. Kaito wants a four-color cover for the first issue because he thinks the
first issue should look impressive. Meg, on the other hand, believes
that a four-color cover is too expensive. Sam says that the advertisers
do not care how many colors are on the cover. They want only the
local high school’s blue and red colors to be represented. Meg decides
to write a report to Kaito’s uncle, recommending a two-color cover
for the first few issues. Who is Meg’s audience for the report? What
should she remember about her audience? What kind of information
might she include to convince Kaito’s uncle (and Kaito)? Should she
include information about Sam’s concerns? Why or why not?

b. Franz Bohm, a freelance writer, has written to Kaito, asking what topics
interest the magazine’s readers. The magazine is written for a rural
audience in New England. The average reader is a teen-aged girl. In what
types of articles do you think the readers of TV Highlights are interested?

. Write a letter to your employer requesting time off for a special event, such

as homecoming or a family vacation. Then switch roles. Write a letter from
the employer to you denying the time off. How are your letters different?

. Write a letter to the President of the United States about a particular

policy you like (or do not like). Tell a friend what you like (or do not
like) about the same policy. How does your language change?

Community Connection

10. Interview the editor or a news reporter for a local news agency—

11.

newspaper, radio, or television. What are the demographics—the specific
breakdown of the members of the audience—by such identifiers as

age, sex, income, and race? How do the demographics affect the news
reported? How does the writer appeal to this multiple audience? How
does the medium affect the message? Ask about one broadcast or column
in particular. Who is the specific audience? What is the purpose, scope, or
medium? Write a one-page Question and Answer (Q&A) of the interview.

Interview someone in your area who is from another country or from
another part of the United States. Ask about differences in the culture,
such as food, celebrations, customs, and manners. Research the person’s
culture. Write a list of suggestions that would help an area business
communicate more effectively with this person. For example, what
would a real estate broker need to know to work well with this person?
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Technical Research

Goals Terms
= Distinguish the difference between = archives, p. 47 = plagiarism, p. 52
researching at school and at work m citations, p. 55 = population, p. 64
m |dentify and locate secondary sources = close-ended questions, = primary sources, p. 46
p. 67 = reliable data, p. 72
= Document secondary sources : .
= direct quotation, p. 63 = respondents, p. 64
= Evaluate sources = documentation, p. 52 = sample, p. 64
= Take notes from sources = open-ended questions, p. 67 = secondary sources, p. 46
= Collect primary data m paraphrase, p. 62 ® summarize, p. 62
m periodicals, p. 48 = valid data, p. 72

WRITE TO LEARN

Think about a time you researched a topic. What was the reason for
your research? What did researching the topic involve? In other words,
how did you conduct the research? Did your research include a survey,
an experiment, or an interview? What did you learn from your research
activities?

Focus on Technical Research

Read the sample document on the next page and answer these questions:

¢ Notice that all lines after the first line of each bibliographic entry are
indented. Why?

e How is the last entry different from all of the others?

e Of the sources listed, which ones did the researchers find online? in print?

e Which source is most recent?

What If?

¢ The researchers were planning to publish their work (1) in a newsletter for
the science department at the university or (2) in a medical journal?
e [f the audience was interested only in the most recent findings on the topic?
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Writing@Work

Sonya Parrish is a teaching
associate and doctoral student
in literature at Miami University
in Oxford, Ohio. She has taught
first-year college composition
courses for three years. She researches primary and

. secondary sources regularly for her roles as graduate student
e :and English teacher and incorporates technical writing in the

©
a

s syllabus for her composition courses.

ony.

[ aal

% Sonya’s scholarly research includes hunting through digital
¥ archives, essays, and books by other scholars and through the
3 literature in her field. “I rely heavily on using print sources

in which | can write notes, underline important points or
quotes, and make comments in the margins. | also compile notes from texts
into Word documents that present the information in a more unified and
organized manner.”

Sonya teaches her students to evaluate sources using five criteria: authorship,
objectivity, knowledge, accuracy, and relevance. When evaluating websites,
Sonya helps her students see the way in which information on the Web is
authored and constructed. Different kinds of sites—such as .org and .edu
sites—deliver different kinds of information to different audiences in different
ways.

When scholarly research responds thoughtfully to other scholars” work, it
creates a dialogue that requires proper documentation. “Writers should
acknowledge others who have provided them with information on a given
topic,” according to Sonya. “They should also think about their audience’s
expectations of accuracy and honesty in writing.” She uses GPS navigation
instructions as a metaphor for what proper citations should do: show the reader
what “path” the author took in constructing his or her argument and prove that
the path is credible. Another scholar or teacher, like Sonya, can then pick up the
hunt for information using the bibliographical trail left by other authors.

Think Critically

1. If Sonya were getting an advanced degree in biology or architecture, would
she rely as heavily on printed source material? Why or why not?

2. Suppose Sonya is teaching a section about Maya Angelou’s poetry. Give an
example of a primary source and a secondary source that Sonya might use.

Printed with permission of Sonya Parrish
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CONDUCTING TECHNICAL RESEARCH

Information is everywhere: on the television; on the radio; in
your textbook; in your home; on CDs and DVDs; on the Web;
in magazines and newsletters; and on the lips of doctors,
professors, parents, and friends. You drive to the library where
there is a building full of information. If you want to know
something, you only have to look in the right place.

The problem that technical researchers face is not a scarcity of
information. The problem is in understanding what information
they need, where it is, how it is stored, how to retrieve it, and what
to do with it after they find it. The process of conducting research
can be delineated as a series of steps, but like other parts of the
writing process, in practice, the process is fluid, unfolding as you go.

RESEARCHING AT WORK

Employees rely on the information they collect to solve problems, to make
decisions, to answer questions, and to perform many other functions

at work. On the job, research is usually involved in all of the following
situations (and more):

m Developing a new product m Establishing safety procedures

®m Handling a production problem m Selecting employee benefits

m Purchasing equipment or services  ® Planning an advertising campaign

Unlike writing for school, writing on the job provides information to help
the business operate effectively. Its purpose is not to show the writer’s
knowledge of the topic.

For example, if a nurse writes a fact sheet explaining how patients should
manage their diabetes, the nurse is not writing to show how much he
knows about the subject, but to teach patients how to stay healthy. If a chef
creates standard operating procedures, she does not write the document to
impress readers with how much she learned in school, but rather to ensure
food safety. All of the information that writers and researchers gather and
present is used for effective job performance. Useful information that is
presented effectively can determine whether an enterprise is successful or
unsuccessful.

Before you can write at work, you may need to conduct research. In fact,
many decisions and actions at work require more information than you have
at hand. You probably begin by determining what you already know. Then
considering your audience, purpose, and scope, you gather and evaluate
new information and likely form conclusions about the material you read.
Before you conduct the research, you must make sure you know who, what,

where, when, why, and how. For example, who is involved and who will use

your research? What do these people need to know? Where will you search
for information—within or outside your organization or both? Why are you

TYPICAL READER

A person looking for honest answers to ques-
tions about a topic.

WRITER’S FOCUS

Locating information from appropriate
sources; evaluating its credibility; synthesiz-
ing that research into a coherent document,
presentation, or discussion; and using proper
documentation.

Warm Up

Recall research tasks you may
have done in a work or school
setting. For each task, what was
the purpose of the research?
How was the workplace
research different from research
you have done for pleasure or
at school? For example, how

Is researching the best ways

to manage a Japanese beetle
infestation in a dlient’s lawn
different from finding more
information about your favorite
entertainer?
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researching this topic? How will you collect information, and how will it be
used? You also need a strategy for:

® Finding and evaluating the right material and the best sources.
m Conducting the research and reading efficiently.

m Carefully and accurately recording the information you find so that you
do not accidentally plagiarize or violate the owner’s copyright.

®m Documenting where you found the information so that you or someone
else can find it again.

Researchers may find some data easily, such as production figures that are
readily available on the corporate network. Sometimes, though, researchers
must search extensively for information.

Employees have two basic sources of information: secondary sources and
primary sources. Secondary sources are indirect or secondhand reports of
information, such as the
description of an event the
writer or speaker did not
witness. When a newspaper
reporter describes what exec-
utives of a closing textile
plant said, that description is
a secondary source. Primary
sources, on the other hand,
are direct or firsthand reports
of facts or observations, such
as an eyewitness account or
a diary. The writer or speaker
is the one who witnessed the
event or developed the idea.

For example, hearing a
company president rather
than a reporter give reasons
for a plant’s closing is
primary information.
Likewise, a journal is a
firsthand account of the
writer’s experiences and is,
therefore, a primary source.
However, if you use ideas
from another person’s journal in a report on healthy lifestyles, the borrowed
ideas become secondary data in your report because you did not experience
or observe them yourself.

dstephens/iStockphoto.com

Researchers generally start with secondary sources because they often give
general overviews and offer useful background information. Secondary
sources are usually easier and less expensive to consult than primary
sources. The overviews these sources can give help researchers understand
what is already known about the topic. A problem solver may even learn
that someone has already discovered a solution.
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@ sToP AND THINK

How is researching at work different from researching at school? Why do
professionals conduct research?

FINDING SECONDARY DATA

To solve most problems, your first step is to explore the available secondary
data. After all, you do not want to “reinvent the wheel.” If the answer
already exists, you do not need to spend time, effort, and money to
rediscover it.

For work-related research, you will probably use one or more of the
following sources of secondary data: your organization’s correspondence and
report archives (collections or repositories of documents), a library catalog,
periodicals, and general reference materials. While these secondary data
sources may be available in print (sometimes called hard copy), most will be
available in print and electronic files.

Correspondence and Report Archives

A logical place to begin looking for an answer to a problem is in the
organization where the problem exists. Most organizations keep archives of
all correspondence and reports. Especially in large organizations, archives
are generally maintained locally or remotely in an electronic format on the
organization’s intranet so that people who need the information have access
but the files are not available to the public. On the other hand, some highly
regulated organizations such as pharmaceutical companies may be required
to keep print as well as electronic copies of essential information.

Employees may use archived documents to learn about the history of the
problem or topic. They may find letters, memos, or reports explaining when
problems were first noted, what kinds of investigation were conducted, and
whether a solution was successful.

When the research topic does not have a history, relevant facts and statistics
may be found in a variety of sources within the organization’s records.

Library Catalog

The researcher’s next stop is the company’s library or a public or academic
library. Some large businesses have an in-house or corporate library that
contains specialized materials relating to the business it serves. In addition
to company-produced reports such as production figures, accident reports,
and personnel information, these internal libraries typically hold materials
that employees need in order to stay current in the field in which they work.
A software company’s library may contain books and journals specializing in
software development and marketing. Because these company libraries focus
specifically on the needs of employees, they do not compete with public or
other libraries by carrying all types of reading and research materials. They
often contain more electronic than paper resources. If no in-house library is

Warm Up

As a new sales representative,
you are going to Japan to
meet your first prospective
customer. If you know little
about Japanese people and
customs, where can you find
out whether you should take
the customer a gift and what
is a good choice if you do
take a gift? List several things
you need to know and where
you can find the information.

To view Ways to Avoid
Common Research Pitfalls,
go to www.cengage
.com/school/bcomm/
techwtg. Click the link

for Chapter 3; then click Data
Files.
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MANTY,

COMMUNICATION
TECHNOLOGIES

When you visit a library, besides the physical
library, you also have access to thousands
of other libraries throughout the world.
WorldCat, an Online Computer Library
Center, Inc. (OCLC) product, links you to
the collections of more than 71,000 (and
growing) member libraries of OCLC, giving
you access to more than 135 million records
for books, manuscript collections, audiovisual
materials, and computer files in a variety of
languages.

Think Critically

Does access to so much information in
many different media present problems for
researchers? Explain.

available to the company’s problem solvers, they must go to an
academic, research, municipal, or regional library.

Whether in a corporate, public, or research library, employees
looking for secondary data may start locating materials through
the library catalog. The library catalog helps researchers find
books, pamphlets, periodicals, audiovisual materials, and other
holdings. In fact, it is now common practice for libraries also

to catalog certain websites and other electronic sources such

as e-books. Most libraries have computerized catalogs that are
searchable by subject, title, and author and sometimes by other
categories such as date or keyword. Most catalog systems also
send requested entries to a printer for printing the records.
Generally, libraries have integrated systems so that the online
catalog can tell where a book is located and whether it has been
checked out.

After the user keys the author’s name, a title, or a subject, the
online catalog displays a list of sources and their locations.
Because materials are often cataloged using authorized subject
headings from the Library of Congress Subject Headings, using
keywords found in this reference can make a search more
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effective. If a search yields one book with useful information, a
new search help the keywords found in that book’s entry will
likely produce other helpful sources.

If a researcher finds that a particular book is not in the library, the researcher
may request that the book be ordered from another library through an
interlibrary loan. The book also may be found online through a service such as
NetLibrary, a subscription database that offers online access to full-text books.

Most online library catalogs are user-friendly, but you should not hesitate to
ask a librarian for help. Librarians can explain how to use the equipment,
what the standard subject headings are, and how to search so you find what
you need quickly and efficiently. Remember that the catalog will lead you to
sources for background and in-depth information. For more recent data, use
periodicals or Internet sources.

Periodicals

Magazines, journals, newsletters, and newspapers are called periodicals
because they are published at specified intervals of time. (Journals are
magazines that are published for a scholarly or academic audience.) When
you need current information, periodicals—whether online or in print—are
one type of source you should seek. Periodicals are more current than
books, but newspapers, especially daily papers, generally provide even more
current information than periodicals. In addition, many periodicals, such as
Newsweek and The New York Times, are now published on the Internet and
in print.

The next question is how to find the articles you need in the periodicals.
Library catalogs tell you what print periodicals the library holds in different
subject areas, but to find specific articles, you need to search an index or a
database.



In the past, indexes, printed on paper and bound as books or magazines,
were time-consuming to use. Today most periodical searches are conducted
electronically. Many web-based databases, available to libraries by
subscription, index periodical content. Gale, EBSCOhost, ProQuest, and
Elsevier are some of the best-known database providers. In addition, many
of these databases are no longer just indexes; they now provide a large
amount of full-text content from periodical articles, books, encyclopedias,
and more. Some of the databases, such as LexisNexis and Academic Search
Premier, are general; others are subject-specific, such as SIRS, which
includes publications dealing with the social sciences. In addition, some
databases, such as America’s Newspapers and Newspaper Source Plus,
specialize in newspapers, and these two databases index and include
actual articles.

You can access other indexes through a service provider such as OCLC
(Online Computer Library Center, Inc.). For example, WorldCat is an
OCLC index of physical holdings (recordings, tapes, books, papers, and
dissertations). WorldCat users might locate materials at other libraries to
place an interlibrary loan request.

General Reference Materials

General reference materials such as encyclopedias, dictionaries, handbooks,
almanacs, and fact books are quick ways to get information. Many users

rely on easy access to general reference sources for background information.

They may first check those that are available online, such as Grolier Online
Encyclopedia or Merriam-Webster Online. However, a library usually offers
more comprehensive resources either in the print reference collection or
online in subscription databases.

Some websites even offer access to reference tools. For example, the
Encyclopedia Britannica website provides an encyclopedia, a dictionary, and
an atlas. Also, Bartleby.com gives users access to several reference tools,
including dictionaries, thesauruses, fact books, and books of quotations.
Some materials continue to be available on CD-ROM, such as World Book
Multimedia Encyclopedia®, but the easy access to Internet materials is
lessening the need for CD and DVD materials.

Reference materials come in general interest versions. Some examples
include World Book Encyclopedia, Encyclopedia Britannica, and Webster’s
Dictionary. Others are special interest versions, such as Encyclopedia

of Information Ethics and Security (2008) and The American Heritage
Stedman’s Medical Dictionary (2008). In addition, The Encyclopedia of
Educational Technology, a website created and maintained by San Diego
State University, covers performance, training, and instructional design
and technology.

Electronic Resources

In addition to periodical databases, indexes, and online general reference
materials such as encyclopedias and dictionaries, computers connected to
the Internet provide a wealth of information on countless topics. Because the
Internet is a worldwide collection of computer networks, it is an information

To visit the San Diego State
University site for The
Encyclopedia of Educational
Technology, go to www.
cengage.com/school/bcomm/
techwtg. Click the link

for Chapter 3; then click
Web Links.
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highway connecting government, military, educational, and commercial
organizations and private citizens to a range of services and resources.
Therefore, you can get information from a huge variety of sources over the
Internet. The World Wide Web (WWW or the Web) is one system for accessing
information via the Internet. The Web uses http, a language for transmitting
data, and browsers such as Internet Explorer® and Firefox® to locate web
documents called web pages that may be linked to each other with hyperlinks.
Web documents often contain graphics, sounds, text, and video.

Users with access to the Internet may participate in bulletin boards, e-mail,
LISTSERVs, social networking, blogs (websites to which people regularly
contribute content, including text, graphics, video, and sound, as well as
links to other websites such as online journals and news/commentary
sites), wikis (a collection of web pages to which any user may add or delete
content), and other means of exchanging information. If, for example,
someone had problems with his or her car and was not able to resolve the
issue with the car dealer, the car owner could retrieve consumer information
from the manufacturer, advocacy groups, legal professionals, and other
consumers online.

Finding Electronic Information

As a researcher, how do you get to the tremendous amount of information
on the Internet? You can search the Web using a search engine such as
Yahoo, Google, or Clusty in much the same way you search a database using
keywords and topics.

However, search engines do not look through all information on the World
Wide Web. Each engine searches only a portion of all of the sites. Even
metasearch engines such as mamma.com, surfwax.com, and dogpile.com do
not cover the entire Web.

tacojim/iStockphoto.com



While search engines cover only a portion of the Web, a researcher’s concern
often is how to filter through so much information to find what is useful.
Search engines use “spiders” to go out periodically and view web pages and
links on sites; an “index” that catalogs words, Internet addresses, and other
information about the pages the spider finds; and software to filter through
all of the pages in the index to find matches when a search is requested.
Because the “spider” goes out every few days or weeks, it detects changes
made to web pages. However, until the information has been indexed, it is
not available for researchers.

Because each search engine visits and indexes different sites and is updated
at different times, you should routinely use at least three search engines.
Then you can compare the results of your searches to determine which
search engines are most effective.

Even after you have used three search engines, some Web information may
evade your search. For example, Invisible Web or deep Web refers to sites

that are not registered or typically searched by search engines. To get to this
huge inventory of information, searchers may find Librarians’ Internet Index
(http://lii.org) and Infomine (http://infomine.ucr.edu) helpful in locating

data in the deep Web. The wealth of information to be found in government
documents also requires special search strategies. Use tools such as the
Catalog of U.S. Government Publications (http://catalog.gpo.gov) and FedStats
(www.fedstats.gov) or consult a government documents librarian.

Searching with Keywords

Choose specific, precise keywords; then consider using the advanced or
custom (terms may vary with search engines) search procedures to refine
your search. The guidelines in the custom search or the Help section of
the search engine should explain how to use logic or keyword connectors
to limit or expand your search. While the following connectors are typical,
check the guidelines for each search engine you use.

Use these strategies TO LIMIT A SEARCH:

When you connect keywords with AND, the search yields both keywords.
Using + (the plus sign) gets the same results.

Ex: juvenile AND diabetes Yields: Sites that deal with juvenile
Ex: juvenile + diabetes diabetes only

When you connect keywords with NOT, the search yields the first keyword,
not the second. Using — (the minus sign) gets the same results.

Ex: diabetes NOT juvenile Yields: Sites that deal with any type of
Ex: diabetes - juvenile diabetes except juvenile

When you surround keywords with quotation marks (“keyword keyword”),
the search yields the same keywords in the same order beside each other.

Ex: “capital punishment” Yields: Sites that include the same
term, capital punishment, but not
capital alone or punishment alone
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Has someone else,
intentionally or accidentally,
received credit for your ideas
or work? If so, how did you
feel? If not, describe how you
might feel.
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Use these strategies TO EXPAND A SEARCH:
When you connect keywords with OR, the search yields either keyword.

Ex: diabetes OR juvenile Yields: Sites that contain diabetes
and/or juvenile as the topic

When you place an asterisk (*) after the word, the search yields words that
contain the base or root word.

Ex: biblio* Yields: Sites that include bibliography,
bibliographer, bibliophile, bibliotheca,
and so on

Remember that you can get the same data in many different ways. One
researcher may find an article by skimming a journal from the library shelf.
Another researcher may do an online search in the library or on his or her
home or office computer. Still another researcher may find a link to an online
journal in a discussion group. Explore the many tools available to you for
research.

@ sToP AND THINK

Using the list you drafted in the Warm Up on page 47, underline the
information that would come from secondary sources. For those underlined
items, add any other sources or methods you can think of for accessing
information.

DOCUMENTING SECONDARY SOURCES

Documentation is a system of giving credit to another person (writer or
speaker) for his or her work. It is using a citation system to note whose ideas
or words the writer is using and where he or she found them. Responsible
writers document ideas and materials they borrow or use.

Plagiarism is the act of using another person’s words and/or ideas
without properly documenting or giving credit. While plagiarism is a
serious academic offense, sometimes causing students to fail a course or
to be expelled from school, it is even more serious in the workplace. Theft
of another person’s work often results in lost jobs, lawsuits, and ruined
reputations.

For instance, Doris Kearns Goodwin, a respected historian who won the
Pulitzer Prize for History in 1995, taught and served on the Board of
Overseers at Harvard, assisted President Lyndon Johnson with his memaoirs,
and won many awards, admitted to plagiarism in a book she wrote in 1987.

Despite a long career with many achievements and honors, this admission
caused Goodwin to be ridiculed in public, scorned by her peers, and
subjected to significant financial loss. The University of Delaware withdrew
its invitation for her to speak at graduation; PBS placed her on indefinite
leave from the Jim Lehrer news show; she had to defend the credibility of



Communication

Dilemma

You and your good friend Armando work for a desktop publishing company
that creates marketing materials for bands performing in your area. Your job
is to contact the bands, design the posters and other marketing materials,
and publish and distribute the materials. You recently learned that you and
Armando know the band members who are coming to town to give a concert.
In fact, you know the band members so well that you have copies of some
unpublished songs they shared with you before they became famous.

Armando is in charge of creating the marketing materials for this band. When
you look over the finished products, you notice he included parts of the
unpublished songs as a way to lure fans to the concert. You feel uneasy about
publishing these songs, but you know that you cannot reach the band members
in time to ask permission before the copy must be delivered to the printer.

Think Critically

How can you find out whether you and Armando are breaking copyright laws if
you decide to publish the songs?

her other books; and her publisher had to pay Lynne McTaggart, the author
of the book from which Goodwin had extensively plagiarized. As you can
see, plagiarism, intentional or accidental, can be damaging.

You may ask, “What exactly do I document?” You document anything you
use from another person’s work. Remember, if you do not document, you
are no longer borrowing; you are stealing and will be treated as a thief of
intellectual property. Therefore, to keep your credibility, reputation, and job,
document borrowed phrases, sentences, or ideas in the form of summaries,
paraphrases, and direct quotations. For instance, if you reported on the
environmental impact of a new soy ink for your company’s publications
division, you would document researched facts, contradictory statements,
and others’ unique ideas.

On the other hand, you do not need to document common knowledge

or information that your audience typically knows. However, common
knowledge may differ for each audience, particularly expert audiences.
For instance, the fact that Bill Gates is chief executive officer of Microsoft
Corporation is certainly common knowledge for an audience of computer
engineers. However, Gates’s management philosophy might be common
knowledge for business school graduates. If information is common
knowledge for your target audience, you do not need to document it. The
same information directed to a different audience may not be common
knowledge and, therefore, would need to be documented.

The writer’s field determines the documentation format. For example,
Modern Language Association (MLA) format, which is most likely taught
in your English class, is the documentation system used in the humanities.

For tips on avoiding
plagiarism, see How

Do | Safeguard Against
Plagiarism? at www.cengage.
com/school/bcomm/techwtg.
Click the link for Chapter 3;
then click Data Files.

For a review of what
information should and
should not be documented,
see Information to Cite and
Not to Cite at www.cengage.
com/school/bcomm/techwtg.
Click the link for Chapter 3;
then click Data Files.
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For more information on
Plagiarism—What It Looks
Like and How to Prevent It
go to www.cengage.com/
school/bcomm/techwtg.
Click the link for Chapter 3;
then click Data Files.

Other documentation systems include the American Psychological
Association (APA) system for social sciences and the Council of Science
Editors (CSE) system for biological sciences.

In addition, most fields have a style manual. A style manual is a book of
rules for developing a document, including formatting and documentation.
The Chicago Manual of Style, the stylebook of The University of Chicago

Press, is the preferred style manual for many technical fields, including

anthropology.

Because each documentation system has a particular format, consult your
instructor (or employer) for the appropriate style manual. For example, if
as a human resources officer you investigate the effectiveness of a test used
to screen job applicants (a psychology-related topic), you probably will use

=3 N TBookmark>

Although the University of Chicago Press
online edition does not replace the book
edition of The Chicago Manual of Style,
you can still get information on how to
cite books, electronic resources, journals,
and newspapers.

The website of the Modern Language
Association (MLA) provides the history
of MLA along with many book titles
about the English language and archives
of MLA radio programs.

Go to the NET Bookmark for Chapter 3
and refer to the MLA Handbook FAQ.
(1) In your research writing, should
you use underlining or italics for titles of
books, magazines, journals, and other
publications? (2) How do you create the
indention used in an MLA bibliographic
entry and in a works cited list?

www.cengage.com/school/bcommy/techwtg

American Psychological Association (APA) style. However, a
report outlining the water quality of a prospective site for a trout
farm (a biology-related topic) may require that you use Council
of Science Editors (CSE) style guidelines.

All documentation systems explain how to identify each source.
However, the emphasis, order, and punctuation may be different.
For example, the APA and CBE emphasize publication dates in
citations because dates are critical in the sciences. The MLA
emphasizes the author and location in the text. This book uses
the MLA system.

Documentation comes in two parts: (1) the Works Cited (or
bibliography), a list of sources at the end of the document, and
(2) the internal citations. The documentation process begins
with a working bibliography.

Bibliography and Works Cited

A bibliography (also called Works Cited in MLA) is a list of
sources used in researching a topic. While collecting data,
researchers develop a working bibliography. They continue

to locate and add new sources to the list during the research
process. Sometimes they delete a source from the list when they
find one that is more recent or more reliable.

When the research is finished, writers use the list’s final form
to prepare a bibliography. A bibliography has three purposes:
(1) It establishes credibility by showing readers what sources

you consulted; (2) it allows others to find your information path so they
can continue or evaluate the study; and (3) it gives credit to other people’s
thoughts, words, and sentences that you used.

As you look at secondary sources, you develop a paper or an electronic
working bibliography. You can enter publication information for each source
ona 3" X 5" index card. Cards allow you to arrange entries easily for the
final source list. However, many writers prefer to maintain bibliographic
data electronically. Like the cards, computers allow you to add, delete, or
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move sources easily. In addition, software is available that automatically
puts source information into MLA form. Hypertext programs show images
of cards where users key bibliographic information.

After you complete the research and draft the document, you remove the
sources that you did not use. You place sources you did use in order. For
MLA, use alphabetical order by the first author’s last name or by the word
that appears at the beginning of the entry (often a title) if the author is not
given. Other systems arrange sources differently. You will use the arranged
cards to compose the Works Cited page, as shown in the sample working
bibliography on page 43. This page is placed at the end of the document
or report.

Internal Citations

People will assume that ideas are yours unless they see a citation in the text.
Citations are written indications of the source of borrowed materials. Enter
internal documentation immediately after each summary, paraphrase, and
direct quotation to tell your reader where you found the information. Internal
citations in MLA consist of the author’s last name (or a shortened form of the
title if no author is named) and the page number. When the author’s name is
mentioned in the introductory sentence, only the page numbers are included
in the citation. Readers then use the author’s name or the title to find the full
bibliographic entry in the alphabetical listing of works cited. Place the citation
at the end of the sentence (or group of sentences) containing the source
material in your document. Enclose the citation in parentheses and place the
period after the ending parenthesis, as shown in Figure 3.1 on the next page.
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Scientists who first found Deinococcus radiodurans in an irradiated can of meat in
1956 were surprised. Irradiating food, they thought, would preserve it, yet this pink
bacteria was creating a nasty bulge in the can. Then in 1996, scientists working
around a nuclear waste tank in Savannah River, South Carolina, found the same
tough bacteria (which came to be known as Conan the Bacterium), growing on a
rod in the tank. Because this bacterium can not only survive, but thrive in “some of
Earth’s most inhospitable environments,” the United States Department of Energy
believes it may be used as a solution to the potential $260 billion cleanup of nuclear
waste sites across the countr