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Introduction

| welcome you to Course ENG316: Communication for Business, a
course of 2 credit units for 300-level students. You have probably heard
about the concept of “English for Specific Purposes”, a concept which
implies that there are ways which are more appropriate for
communicating in different areas of our lives. This particular course
deals with the ways which are appropriate for communicating, in both
the oral and written modes, in the business world.

Course Aims

The aims of this course are two-fold: first, to get you to become aware
of the fact that, in the business world, some styles of writing and
speaking are more effective in achieving the goals of an organisation
than other ways; secondly, to help you to master those ways of speaking
and writing appropriately and effectively, to help you to master those
ways of speaking and writing appropriately and effectively in the
business world. You will achieve these goals by understanding what
communication means, understanding its kinds and characteristics,
acquiring the tools and understanding the styles for communication
effectively and applying those tools and styles to real-life practices in
communication.

Course Objectives

Each unit of this course (14 in all) has its own specific objectives. These
are stated at the beginning of the unit. They have been carefully thought
out; so, it will be worth your while to note the objectives carefully, refer
back to them from time to time whenever necessary to ensure that you
are really sticking to the track for achieving those objectives. However,
for the whole course, we have the general objectives that, when you
have finished studying the course, you should be able to:

define communication and identify its kinds, and characteristics;
explain the guides to effective communication;

name and describe the elements of effective communication;
outline the process of communication;

identify and describe the tools of communication;

demonstrate the writing of different forms of practical
communication, namely, the letter and other forms of
correspondence, reports and minutes, and

7. write samples of oral presentations and show by practical
performance how oral communication is carried out.
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Working through This Course

To master this course, you have to study each unit carefully, using a pen
and a notebook for making notes as necessary, and also using any other
equipment that will be prescribed. At any point of a unit at which |
deem it necessary, but quite definitely at the end, | shall give you an
evaluation exercise in the form of a Self-assessment Exercise (SAE).
These are for you to use to find out how well you have understood the
material. So, you should do the exercises conscientiously. If your
attempt at doing the exercises reveals a weakness or some weaknesses in
your understanding of the material, you must meticulously go back to
the unit to remedy such a weakness or such weaknesses. At the end of
each unit, a comprehensive test called Teacher-marked Assessment
Questions (TMAQS) is given. You are to answer the questions and send
your answers to your tutor for marking. The TMAQs of the whole
module and the formal examination at the end of the course form your
TMAQs file, which constitutes your overall score in the module.

Course Materials

The primary material that you will need v his course consists of the
following:-

1. This Course Guide.

2. The course units combined in a module.

3. The assignments file.

4. Relevant textbooks, including the ones listed under each unit.

5. If the course is broadcast or telecast on radio or TV, you will
need to listen to or view the programmes.

6. You should endeavour to read any material relevant to the course
in newspapers, journals and similar publications and to discuss
the material with any course mates and similar persons that may
be known to you.

Study Units

Altogether, there are 15 units in the whole course, grouped into three
modules, each containing five units. The scheme is outlined below:

Module 1  An Introductory Overview

Unit 1 Communication: Meaning and General Characteristics — A
Review
Unit 2 Communication and Its Influencing Factors: Ancillary

Activities in Written Business Communication and Guides
to Effectiveness of Communication
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Unit 3 Factors, Systems and Methods of Business
Communication

Unit 4 The Elements, Vocabulary and Register of Business
Communication

Unit 5 Technology in Modern Business Communication

Module 2  Business Correspondence and Oral Communication

Unit 1 The Business Letter: General Features (I)

Unit 2 The Business Letter: General Features (I1)

Unit 3 Kinds of Business Letters

Unit 4 Other Forms of Business Correspondence and
Communication

Unit 5 Routine Business Office Interactions and Public Speaking

Module 3  The Business Report

Unit 1 Reporting for  Management  Decisions:  Cc.neral
Considerations

Unit 2 Planning, Designing and Researching for Business Reports

Unit 3 The Business Report

Unit 4 Writing the Minutes of Business Meetings: General
Considerations

Unit 5 The Writing of the Minutes of Business Meetings

Textbooks and References

Relevant books for references and further reading are recommended at
the end of each unit. Many of these may be difficult for you to obtain
although you may be able to have access to their contents in large
libraries and on-line. However, the three listed below are the most
important. You should certainly be able to obtain the last two. If you
are unable to obtain the first, it should certainly be available on-line.

Mack, Angela (1979). English for Business. London: Futura & B.B.C.

Ogbulogo, Charles (2004). Business Communication in Practice.
Lagos: Sam Iroanusi Publications.

Okenimkpe, Michael N. (2004). Practical Communication for Business

and Study, Vol. I: Theory, Principles and Methods. Lagos:
Management Science Publishing Ltd.
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Assessment File

An Assessment File and a marking scheme will be made available to
you. In the assessment file, you will find details of the exercises you
must submit to your tutor for marking. There are two aspects of the
assessment of this course — the Tutor-marked Questions and the written
examination. The marks you obtain in these two areas will make your
final mark. The assignment must be submitted to your tutor for formal
assessment in accordance with the deadline stated in the course time-
table and the Assignment File. The work you submit to your tutor for
assessment will count for 30% of your total score.

Tutor-Marked Assignment (TMAS)

You will have to submit a specified number of the TMAQs. Every unit
in this course has a Tutor-marked Question. You will be assessed on
four of them but the best three scores from the TMAQs will be used for
30% of grading. When you have completed each assignment, send it
together with a Tutor-marked Assessment Question form to your tutor.
Make sure each assignment reaches your tutor on or before the deadline
for submission. If for any reason you cannot complete your work on
time, contact your tutor for a discussion on the possibility of an
extension. Extensions will not be granted after the due date except
under exceptional circumstances.

Final Examination and Grading

The final examination will be a test of three hours. All areas of tt..
course will be examined. Find time to read the course all over before
your examination. The final examination will attract 70% of the total
course grade. The examination will consist of questions which reflect
the kinds of self-assessment exercises and tutor-marked assessment
questions you have previously encountered. All aspects of the course
will be assessed. You should use the time between completing the last
unit and taking the examination to revise the entire course.

Course Marking Scheme

The following table lays out how the actual course mark allocation is
broken down.

Assessment Marks

Assignments (best three assignments | 30%
out of four marked)

Final Examination 70%

Total 100%

iv
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Presentation Schedule

COMMUNICATION FOR BUSINESS

The dates for submission of all assignments will be communicated to
you. You will also be told the date for completing the study units and
the dates for examinations.

Course Time-Table/Course Overview and Presentation

Schedule
Unit Title of Work Week Assignment
Module 1 Communication: An Overview
1 | Communication, Meaning and General 1 1
Characteristics — A Review
2 | Communication and Its Influencing Factors: 2 2
Ancillary Activities in Written Business
Communication and Guides to Effectiveness
of Communication
3 | Factors, Systems and Methods of Business 3 3
Communication
4 | The Elements, Vocabulary and Register of 4 4
Business Communication
5 | The Process of, and Technology in, Modern 5 5
Business Communication
Module 2 Business Correspondence and Oral Communication
1 | The Business Letter: General Features (1) 1 1
2 | The Business Letter: General Features (I1) 2 2
3 | Kinds of Business Letters 3 3
4 | Other Forms of Business Correspondence 4 4
and Communication
5 | Routine Business Office Interactions and 5 5
Public Speaking
Module 3  The Business Report
1 | Reporting for Management Decisions: 1 1
General Considerations
2 | Planning, Designing and Researching for 2 2
Business Reports
3 | The Business Report 3 3
4 | Writing the Minutes of Business Meetings: 4 4
General Considerations
5 | The Writing of the Minutes of Business 5 5
Meetings
Revision 17
Examination 18
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How to Get the Most from This Course

In distance learning, the study units replace the university lecture. This
is one of the great advantages of distance learning: you can read and
work through specially designed study material at your own pace and at
a time and place that suit you best. Think of it as reading the lecture
instead of listening to the lecturer. In the same way that a lecturer might
give you some reading to do, the study units tell you where to read in
your text material or set books. You are provided with exercises to do at
appropriate points, just as a lecturer might give you an in-class exercise.
Each of the study units follows a common format. The first item gives
an introduction to the subject matter of the unit and explains how a
particular unit is integrated with the other units and with the course as a
whole. Following this is a set of learning objectives. These objectives
help you to know what you should be able to do by the time you have
completed the unit. These learning objectives are meant to guide your
study. When a unit is completed, you must go back and check whether
you have achieved the objectives or not. If this is made a habit, then you
will significantly improve your chances of passing the course. The main
body of the unit guides you through the substance of the subject-matter.

Below is a practical strategy for working through the course. If you run
into any difficulty, telephone your tutor. Remember that your tutor’s job
is to help you. When you need assistance, do not hesitate to call and ask
him/her to provide it.

1. Read this Course Guide thoroughly; it is your first assignment.

2. Organise a Study Schedule. Design a Course Overview to guide
you through the course. Note the time you are expected to spend
on each unit and how the assignments relate to the units.
Whatever method you choose to use, you should decide on, and
write in, your own dates and schedule of work for each unit.

3. Once you have created your own study schedule, do everything to
stay faithful to it. The major reason why students fail is that they
fall behind with their course work. If you get into difficulties
with your schedule, please, let your tutor know before it is too
late for him/her to help you.

4. Starting with Unit 1 of Module One, read the introduction and the
objectives for the unit.

5. Assemble the study material. You will need your set books and
the unit that you are studying at any point in time. As you work

Vi
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through the unit, you will know what sources to consult for
further information.

6. Keep in touch with your study centre. Up-to-date course
information will be constantly available there.

7. Well before the relevant due dates for submission of answers to
Tutor-marked Questions (about four weeks before the due dates),
keep in mind that you will learn a lot by doing the assignment
carefully. They have been designed to help you meet the
objectives of the course and will, therefore, help you to pass the
examination. Submit all assignments not later than the due date.

8. Review the objectives for each study unit to confirm that you
have achieved them. If you feel unsure about any of the
objectives, review the study material or consult your tutor.

9. When you are confident that you have achieved a unit’s
objectives, you can start on the next unit. Proceed unit by unit
through the course and try to pace your study so that you keep
yourself on schedule.

10. When you have submitted an assignment to your tutor for
marking, do not wait for its return before starting on the next unit.
Keep to your schedule. When the assignment is returned, pay
particular attention to your tutor’s comments, both on the tutor-
marked assignment form and also on the written comments on the
ordinary assignments.

11.  After completing the last unit, review the course and prepare
yourself for the final examination. Check that you have achieved
the unit objectives (stated at the beginning of each unit) and the
course objectives (stated in the Course Guide).

Facilitators/Tutors and Tutorials

Information relating to the tutorials will be provided at the appropriate
time. Your tutor will mark and comment on your assignments. Keep a
close watch on your progress and on any difficulties you might
encounter and provide assistance to you on the course. You must take
your tutor-marked assignments to the study centre well before the due
date (at least two working days are required). They will be marked by
your tutor and returned to you as soon as possible.

Do not hesitate to contact your tutor if you need help. Contact your
tutor if:

Vil
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o you do not understand any part of the study units or the assigned
readings;

o you have difficulty with the exercises, or

o you have a question or problem with an assignment or with your
tutor’s comments on an assignment or with the grading of an
assignment.

You should try your best to attend the tutorials. This is the only chance
to have a face-to-face contact with your tutor and of asking questions —
which are answered instantly. You can raise any problem encountered
in the course of your study. To gain the maximum benefit from course
tutorials, prepare a question list before attending them. You will learn a
lot from participating in discussions actively.

Summary

This Course Guide gives you an overview of what to expect in the
course of this study. The course teaches you the basic principles and
practice of business communication and how these principles and
practices can be applied.

We wish you success with the course and hope that you will find it
interesting, stimulating and useful.

Course Code ENG316
Course Guide Communication for Business
Course Team Prof. Michael N. Okenimkpe (Developer/Writer) - UNILAG

Dr. lyabode Omolara Daniel (Programme Leader) - NOUN
Mr. Theodore O. lyere (Coordinator) - NOUN
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MODULE 1 AN INTRODUCTORY OVERVIEW

Unit 1 Communication: Meaning and General Characteristics — A
Review
Unit 2 Communication and Its Influencing Factors: Ancillary

Activities in Written Business
Communication and Guides to Effectiveness of
Communication

Unit 3 Factors, Systems and Methods of  Business
Communication

Unit 4 The Elements, Vocabulary and Register of Business
Communication

Unit 5 Technology in Modern Business Communication

UNIT 1 COMMUNICATION: MEANING AND
GENERAL CHARACTERISTICS

CONTENTS

1.0 Introduction
2.0  Objectives
3.0 Main Content
3.1 Definition
3.2  Kinds of Communication
3.2.1 General Kinds of Communication
3.2.2 Common Forms of Practical Communication
3.2.2.1The Oral Mode
3.2.2.2The Written Mode
3.3 Purpose (Functions) of Communication
3.4 Qualities of Effective Communication
3.5 Barriers to Effective Communication
4.0 Conclusion
5.0 Summary
6.0  Tutor-Marked Assignment
7.0  References/Further Reading

1.0 INTRODUCTION

We have given a broad introduction to the subject of Business
Communication, which is the focus of this course, ENG 316. In this
Unit 1 of the course, we are highlighting the meaning and general
characteristics of communication. These general characteristics consist
of the common and practical forms of communication, the modes of
communication, the purposes of communication, qualities of effective
communication and the barriers to effective communication. It is

1
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important that you understand these general forms, so that it will be
possible for you to understand the specific character of business
communication as presented in this course.

You need about three hours for studying the unit. Make sure that you
understand every aspect of it thoroughly. Consult also the publications
listed as references and for further reading and, if necessary, other
publications in hard copies or on-line. You must also conscientiously
attempt the Self-assessment Exercise and answer the Tutor-marked
Assessment Questions and submit your answers to the latter, as you
have been directed, for evaluation by your tutor. It is my hope that you
will find the unit interesting and exciting.

2.0 OBJECTIVES

At the end of this unit, you should be able to:

. explain when one has really communicated, i.e., when a piece of
communication has actually taken place

. list and describe the general kinds of communication and
particular forms of practical communication

o identify the qualities of effective communication

o explain the barriers to effective communication.

3.0 MAIN CONTENT
3.1 Definition

One writer, Breth (1869:5) defines communication in industry as “a
method by which the feelings of specific groups of people towards
management are established, maintained or improved”. “Industry” here,
of course, can represent many groups of people who share a common
interest, such as a school of various levels from the nursery or
kindergarten school to the university, a bank, a government ministry,
and so on. On the other hand, “management” refers to the persons who
hold senior positions among these groups of people (or organisations).

We know that, in any organisation, there are different groups of people.
In the school, for example, we have pupils or students; we have teachers
in different ranks; we have the Principal, the Provost, the Rector or the
Vice-Chancellor; there are also non-academic staff members at various
levels of seniority, and so on. In the bank, we have cleaners and
messengers (or office assistants); there are tellers, supervisors, managers
at various levels, and so on. We find this kind of grouping in every
organisation. So, Breth’s definition means that communication refers to
the ways in which these different groups of people make their feelings

2
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(and, of course, thoughts) about many issues in the organisation —
working conditions, salaries, fringe benefits, and so on — known to the
management. Of course, management also makes its own feelings about
many issues relating to the organisation known to the different groups of
people in the organisation. That process of making its own feelings
known to the different groups of workers also forms part of
communication.

However, Breth goes further in the source of our first quotation (this
time on page 2) to define communication as “the methods or media by
which human relationships are established. Also, Desmond W. Evans
(1984:24) defines what he interestingly calls “business communication”
as the “overcoming [of] the problems of human interaction in the world
of work”. These two additional definitions give communication its real
and fullest meaning of denoting all forms of interaction between or
among human beings. Thus, in general, communication takes place
between two people or among more people when the contents of one
person’s mind (or of the minds of one group of people) — contents which
could be made up of thoughts, ideas or feelings — are transferred to the
mind of the other person or to the minds of the other people. So,
whenever we converse with or gesticulate or signify something to other
people, we are engaged in communication. Thus, human beings are
constantly engaged in communication.

The medium or agency of the transfer of the contents of one person’s
mind to that of the other could be (as already implied) a gesture of some
kind (such as a wave of the hand, a nod of the head or a twitching or
blinking of the eye) or a sound of some sort made without the use of
words (such as the sounds made by the animal world).

This course is concerned with communication in the business world.
However, we have gone to a great length to explain what
communication means in totality so that we can have the fullest
understanding of what the concept denotes. Henceforth, we shall
concentrate on communication in the business world.

3.2 Kinds of Communication

We shall discuss kinds of communication under two notions, i.e., 1)
General Kinds, and 2) Common Forms of Practical Communication.

3.2.1 General Kinds of Communication

We have referred to communication carried out without the use of
words. All these forms of communication carried out without the use of
words are called non-articulate or non-verbal communication. On the
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other hand, communication made by the use of words is called
articulate communication.

Human beings do make use of non-articulate communication, but, of all
creation, they exclusively wuse articulate communication (i.e.,
communication conducted by the use of words). Indeed, as already
stated, articulate communication is a preserve of the human species of
creation, and it is believed that it is on account of man’s possession of
articulate communication that man acquires culture — that complex of
man’s social (i.e., group, gregarious and interactional) life which
dictates man’s mode of manifesting every aspect of his life and
differentiates one society from another. Articulate communication is, of
course, vastly more powerful and effective than non-articulate
communication.

We also use the expression, mode of articulate communication, to refer
to the two modes of oral and written use of words in communication.

3.2.2 Common Forms of Practical Communication

The functions and activities demanding employment of practical
communication in workplaces and other places (leave alone the other
spheres and arenas of daily life) are literally innumerable, but the few
confronting the business employee with the greatest challenges can be
identified as follows:

3.3.2.1 The Oral Mode
In the oral mode, these are:

() routine workplace communication among workers;

(i)  communication at meetings, including briefing sessions, joint
consultations between management and the workforce, the
grapevine (or popular rumour) and so on;

(iii)  telephone conversations and radio and TV broadcasts;

(iv)  instructional communication at lectures, demonstrations and
group discussions of various Kinds;

(v)  interactions at interviews of various kinds, and

(vi)  presentation of proposals for supply of commodities and offer of
services.

3.2.2.2 The Written Mode
In the written mode, there are:-
() reports of both the executive and minutes-writing types;

4
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(i) letters, cables, telegrams, the fax, the telex, e-mail, etc.;
(ili)  memoranda and communiqués;

(iv)  research and investigation (enquiry) reports, and

(v)  books and articles in newspapers, magazines and journals.

The definition of communication given above applies to all these forms
of communication. Special treatment of those among these forms of
communication considered to be most relevant to the workplace
constitutes the subject of this course.

3.3 Purposes or Functions of Communication

1. Communication makes co-operative and collective action among
people possible. The Biblical story of the Tower of Babel
confirms the indispensability of words for knitting people
together in co-operative action.

2. Communication provides the vehicle and means for motivating
and directing people in an enterprise or undertaking.
3. Communication helps to mould attitudes and to impart beliefs for

the purpose of convincing and persuading people and influencing
their behaviour.

4, Communication is the means by which people can be introduced
and orientated to their environment.

It is hardly possible to isolate all the ways in which communication is
useful to human beings. It is obvious that, without it, human group life
(such as in business) cannot go on and that all the concerns, interests and
enterprises of man’s existence cannot be carried out. Therefore, no
effort at perfecting human communication (for our purpose in this
course, at the business place) can be seen as a waste of time, energy or
resources.

3.4 Qualities of Effective Communication

For communication to achieve its objectives in whatever vista of life we
operate (business, religion, and social, political and economic
relationships and others), it should possess certain qualities or
attributes:-

1. Accuracy:  This refers to accuracy (i.e., correctness and
reliability) of data or information, of interpretation of the data,
and of the handling of language (sentence construction,
expression, articulation, phrasing, punctuation, spelling and other
elements, the mishandling of which can lead to ambiguity and
imprecision of meaning). So, careless handling of data or
statistics, inept phrasing, specious reasoning with little supporting

5
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evidence, misspellings and sparse or superfluous punctuation are
to be avoided.

2. Completeness: This means including in a piece of
communication all information relevant to it without withholding
any such information (perhaps for some personal purpose) and
expressing all such information in language which the intended
recipient can understand fully. A recipient’s confidence in a
piece of communication flows from the completeness of the
communication.  Completeness requires that, besides, for
example, the courses of action recommended, possible alternative
courses of action be examined and rejected for reasons which
should also be given in the piece of communication. Any
possible undesirable side effects of recommended actions should
be indicated. The subject should be covered so thoroughly that
the recipient has no need to raise any questions or seek alternative
or additional answers.  Negative recommendations require
convincing evidence, which should emerge from a thorough
evaluation of the issue and full documentation of evidence.

However, a piece of communication should not be overloaded, or
a recipient bored, with unnecessary information. Depending on
how much information the intended recipient or target audience is
known to have, some pieces of information may be added or
deleted.

3. Clarity: This is essentially a function of language use. This is
the area of communication in which the language expert finds his
most important role, while the management expert finds his in
such other aspects as content, channel, timing or occasion, place
of communication and other elements of a similar kind. One
important practice for achieving clarity is re-writing and
rehearsing. It is rare that the first draft or plan of a piece of
communication achieves perfection. Written communication
should go through at least three stages of preparation, namely, the
draft, the proof and final versions. Drafts and plans should be
made well enough in advance of use and allowed to exercise the
writer’s mind for a few days in the course of his routine activities.
If —in such an interval — the writer employs the well-known aids
to vocabulary control and language mechanics (see Okenimkpe,
2004, Chapter Two) for making necessary corrections, much
improvement in the document can be accomplished.

4. Conciseness: In spite of the need for completeness as explained
above, conciseness — a vital quality of effective communication —
must not be compromised. Over-writing often arises, not from
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the necessity of including all vital information, but from the
writer’s desire to impress the recipient or audience with the
writer’s fund of information or knowledge, from pedantic
verbosity and from such other faults as a lengthy discussion of
methods used in the gathering of data and in the composing of the
report. Often, reading a report aloud or rehearsing a speech can
help a communicator to decide on what should be pruned out.

5. Readability: This refers to the beauty, charm, attractiveness and
simplicity of the style of a piece of communication. It is again
squarely a function of language use. It results from an amalgam
of clarity, conciseness, flawless grammar, accurate spelling,
functional punctuation and a warm, original style of writing.

6. Quickness (or Timeliness): Quickness refers to the speed with
which a piece of communication takes to travel from its source,
called (as we shall alter see) the communicator, through its
channel to its recipient, audience or communicant. It is believed
that because of the natural subjectivity of information to
distortion and misrepresentation as it travels through its channel
between its release and arrival (source and destination),
communication becomes dangerous if it takes too long to get
down the line. Of course, in face-to-face communication —
usually in the oral mode — this danger does not exist. In written
communication and in oral communication disseminated through
what is called “the line or chain of command”, it is important to
ensure prompt arrival of the communication at its destination.

Quickness also refers to the period between the emergence of a
piece of information and its communication to those it concerns.
Delayed information runs a serious risk of being misrepresented
through what is referred to in organisations as the “grape-vine”,
i.e., the unofficial information channels of rumours and gossip.

7. Must receive a response: Unless a piece of communication
receives a response from those to whom it is addressed, the
correctness of its reception cannot be ascertained. It is not
enough to put a notice on a notice board or send a circular
through the post or internal mail system (e.g., the e-mail) and
assume that communication has been effectively executed. The
targeted audience may not visit the notice board or sight the e-
mail and may, in any case misunderstand the message. Nor is it
adequate simply to speak to a person or audience and believe that
one has effectively communicated with him or them. In all cases
of communication, some feedback mechanism must be used to
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ensure that the information communicated has been accurately
received.

8. Utility: A piece of communication should “sell” itself — should
be “sellable”. This quality refers to the attribute of charm and
attractiveness of presentation. Attractiveness offers a powerful
stimulus for the favourable reception of a piece of
communication. A shoddy speech, given in obscure diction and
cluttered with distracting asides and anecdotes, cannot hope to
hold the attention of the audience for very long. Nor can a piece
of written communication, ungainly crowded onto pages in inept
paragraphing, winding and fragmented sentences and unpolished
language mechanics expect to be read by its audience. Sellability
of communication is another important function of language use.

3.5 Barriers to Effective Communication

Another general matter which attaches to communication (in our case,
business communication) is barriers, i.e., barriers to effective
communication. These are discussed after the process of
communication in Unit 4 of this Module One. This is because some of
these barriers emanate from the process.

SELF ASSESSMENT EXERCISE

1. Answer “yes” or “no”: Communication is taking place in the
following situations:

(@ When an accident victim is shouting or crying aloud:

(b)  When a child is sulking before his/her mother: .

(c) When a boy is telling his father what happened at school

(d)  When a bird shrieks sharply in a flock perching on a string as a
bigger bird is flying towards the flock: .

(e) When a General Manager puts a C|rcular on a notice board:

2. On what two modes of communication would you depend for a
precise statement of an intention in an industry?
3. Teachers convey information to, and teach their students, skills.

State one other very important objective which teachers aim at
achieving when they teach their students.

4, Which do you consider to be the most important of the qualities
of communication? Give reasons for your answer.
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4.0 CONCLUSION

We conclude from this Unit that for one to communicate effectively, it is
important for one to understand what communication is, what kinds of
communication there are and the qualities which communication ought
to have in order for it to be effective. If you consider how irritating a
conversation can be when one of those involved in it is usurping the
talking, you will poignantly appreciate just how important it is that
people involved in a piece of communication understand the nature of
communication. So, as you set out on this course, you must remember
all the time the true meaning of communication, its kinds and the
qualities which it ought to have.

5.0 SUMMARY

Communication was defined as the process by which the contents of a
communicator’s mind pass by some media or channel to the mind of the
communicant or recipient of the communication. The types of
communication are articulate (communication by use of words) and non-
articulate (communication by non-verbal means) and the modes of
articulate communication are oral and written. The purposes of
communication include those of motivating people, facilitating co-
operative action, moulding attitudes and imparting beliefs and
introducing and orienting people to their environment. The qualities of
effective  communication identified include those of accuracy (of
content and articulation), completeness (freedom from subjective
additions or deletions), clarity (quality of not only being understood, but
also impossible to be misunderstood), conciseness (avoidance of
offensive padding), readability (quality of beauty, charm, attractiveness
and simplicity of style), quickness (for the purpose of avoiding
distortion through delay), the need to receive a response (a feedback,
mechanism to ensure accuracy), utility (adequacy for intended purpose)
and sellability (again, the quality of beauty and attractiveness).

It is to be hoped that the fledgling communicator obtains from this unit a
fairly clear understanding of the meaning, types, modes and qualities of
effective communication in any field (particularly business) in which
he/she finds himself/herself operating.

ANSWER TO SELF ASSESSMENT EXERCISE

Question 1:
(@) Yes. (b) Yes. (c) Yes. (d) Yes. (e) Yes.

Question 2:
(a) Oral. (b) Written.
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Question 3:
To mould their character or develop their personality make-up or
disposition. That is the affective domain of education.

Question 4: Clarity. Without clarity, there is really no communication.
To put it in another way, a purportedly conveyed piece of information
cannot be effective without clarity. This quality is itself entirely within
the control of the communicator. In any case, a piece of so-called
communication which lacks any of the other qualities cannot really be
said to be fully effective. In a sense, clarity can be said to embrace all
other qualities. In other words, all qualities of communication help to
achieve the quality of that kind of clarity which makes a piece of
communication not only understood but impossible to be
misunderstood. We might utter or write the sentence: “We had a bulb
on a tree which we could operate with a switch”. A hearer or reader of
this sentence will generally get its meaning, but the position of this
Relative Pronoun which introduces an ambiguity into the meaning of the
sentence. (I hope you do perceive the ambiguity — try and rephrase the
sentence to remove the ambiguity). So, although the sentence has a
reasonable amount of the quality of clarity, it is possible for some
hearers or readers to misunderstand it. So, it is not a clear piece of
communication because, although it can be understood, it is not
impossible to be misunderstood.

6.0 TUTOR-MARKED ASSIGNMENT

1. Explain as precisely as you can, giving real-life examples, what
you understand by the concept of communication.
2. In the employment function which you perform at the present

time (if you are not in employment, imagine yourself to be in
one), name or describe two situations in which you would engage
in communication with a colleague or some colleagues, senior or
junior to you, and write out in the form of a dialogue the
communication which you would carry out with him/her/them on
one of these occasions.

3. Describe the common forms of practical communication (i.e.,
platforms of practical communication) which an employee
encounters in a business establishment.

10
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1.0 INTRODUCTION

As the title of this Module One (“An Introductory Overview) and Unit 1
indicate and, indeed, as the remaining Units 3, 4 and 5 of the Module
will show, this Unit 2 is devoted to discussing another set of factors
which influence communication. These are principles which, although
they are not actual acts of communicating, define conditions for making
a success of communication. These principles that will be discussed
here are:-

1. Ancillary activities in written communication, and
2. Guides to effectiveness of communication.

We imply here that, according to the No. 1 item, certain activities
support (are supportive of) written communication. So, this item No. 2
recommends principles which should be observed if we are to make a
success of our attempt at communicating, whether orally or in writing.

12
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The unit is evidently what you might call an “omnibus” or “octopus”
unit. So, much as it is important that you should know something about
the topics discussed, we shall be very brief in our discussion of them in
order not to overload your work. Indeed, we shall essentially list the
principles involved as (besides the need to avoid overloading your text)
you are, from your other English Language courses, probably already
familiar with the ideas being referred to. (If you need fuller
explanations of the ideas, please, see Okenimkpe, 2004, Chapters Six
and Twelve of Volume 1I).

It is my hope that you will appreciate the importance to effectiveness of
communication of the principles which we are highlighting in the unit.

You will need about three hours for studying the unit. Be sure to
understand every point that it makes. You can prove to yourself how
well you have understood the unit by doing the Self-assessment
Exercises (SAEs) efficiently. You must also diligently answer the
Tutor-marked Assessment Questions (TMA) in a thorough manner and
send your answers, as directed, to the university for your tutor’s
evaluation.

2.0 OBJECTIVES

At the end of this unit, you should be able to:

o explain the concept of ancillary (supportive) activities to written
communication and list and explain the activities involved
o differentiate the “ten commandments” from the “fundamentals”

of effective communication and list and explain the salient
components of each.

3.0 MAIN CONTENT

3.1 Ancillary Activities in Written Business Communication

Our Fig. 1.3.1 (Unit 3 of this Module One) on “Elements of
Communication” (or the “Communication Package”) presents certain
tools or skills of writing as Extrinsic and Intrinsic tools or skills. These
tools or skills essentially represent what we are referring to here as
ancillary (supportive) activities in written business communication
(indeed in any written communication). The Intrinsic tools or skills
themselves are divisible into two categories, namely Mechanical (or
Rote) and Cognitive (or Language) tools or skills. These skills are
derived from (or linked to) two characteristics or qualities ascribed to all
types of written communication. These are the extrinsic (i.e., lay-out)
qualities of written matter and the intrinsic (i.e., content) qualities of

13
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written matter. So, Intrinsic Skills are for imparting into written matter
their intrinsic qualities, while the Extrinsic Skills are for imparting the
extrinsic qualities into written matter. We can again reproduce for
closer focus that part of Figure 1.3.1 on the tools or skills for
constructing written matter.

| Tools
Extrinsic Skills Intrinsic Skills
(Lay-out for beauty and eye appeal)
Mechanical Cognitive
(or Rote) (or Language)
Vocabulary Grammar Paragraphing Punctuation Spelling

(Language in Continuous Mechanics Writing and Syntax)
Figure 1.2.1. Skills for Producing Written Matter
3.1.1 Extrinsic Skills

Extrinsic Skills aim at neat appearance and tasteful arrangement of
written matter for the purpose of achieving eye appeal. They are
essential elements for imparting “sellability” into all forms of written
communication. Some of the skills involved in achieving the quality of
“sellability” or attractiveness of presentation include the following:-

() Wide Margins (on all sides of the paper: right, left, top and
bottom). New computer technology in graphic communication,
such as the word-processor and the desktop printer, is extending
the frontiers of graphic presentation to almost infinite limits.

(i)  Appropriate Line-spacing: Besides the general attractiveness

which suitable line-spacing and these other extrinsic traits give to
written matter, suitable spacing also makes for easy reading.

14
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Also, the new technologies in graphic production have wide
possibilities for use of varied sizes of line-spacing.

(i)  Use of Conventional Formats in Written Matter: In general
terms, we refer here to such established formats as those of the
letter and the internal memorandum which, of course, may have
minor variations from firm to firm. Also, firms have their own
prescribed formats for such routine (Control or Periodic) reports
as on regional sales, income and expenditure, bonus and over-
time liabilities, and so on. Observing these conventions is a
crucial necessity. There is abundant room for innovation and
creativity in reports and similar kinds of continuous writing, but
such initiatives should not be exercised with regard to the use of
established formats. Changes in such formats can only cause
irritation and waste of time.

The three elements which we have been discussing (margins, line-
spacing and formats), taken together prevent a crowded, ungainly
presentation of written matter, such as reports and also prevent what is
referred to as “print fright” — the threat, repulsion or aversion which a
typed or printed page may exercise on a potential or target reader on
account of the ugliness of the page.

3.1.2 Intrinsic Skills

As our chart shows, these are divided into two, i.e., Mechanical (or
Rote) Skills and Cognitive (or Language) Skills.

3.1.2.1 Mechanical (or Rote) Skills

Essentially, these are techniques which require, for their use by a writer,
not intelligence or knowledge, but the memory. So, practically every
writer can use these techniques if he/she will remember to use them or is
temperamentally disposed to using them. When applied, they distinctly
enhance the quality of a piece of writing but, unhappily, many writers
either constantly forget to use them or are temperamentally averse to
using them. These skills include the following:-

1. Re-writing as a Habit

Re-writing gives pieces of reports the quality of polish (and that other
quality of clarity discussed in Unit 1) by which a piece of writing is not
only understood, but impossible to be misunderstood. Personnel
handling the written communication function in organisations should,
from the onset, be aware of the fact that even the most accomplished
masters of language and communication techniques can hardly achieve

15
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first-rate pieces of writing by a “dash-off” effort. A writer should take a
piece through at least three stages (draft, final and proof) before it is
released.

2. Paragraphing for Attractiveness

You already know a great deal about the skills for building the
paragraph. Here, we are concerned with three inter-related purposes
concerning the paragraph, viz: (1) drawing attention to its value as an
attribute which enhances the physical quality of a piece of business
writing; (2) awakening the business writer’s consciousness of the need
to strive for effective paragraphing, and (3) encouraging the business
writer to become accustomed to inspecting each individual page of a
sheet for paragraphing effectiveness.

The paragraph is one of those writing qualities which prevent print-
fright, provide bridging breaks in continuous writing, and offer the
reader manageable units of thought or material upon which to focus his
attention at any one time and, so, provide him with a valuable aid to
memory.

3. Consistent and Intelligent Itemising

Items, sub-heading and, sometimes, paragraphs in written pieces are
often numbered — that is what we mean by itemizing. The system used
for the numbering may be the somewhat older one of combining many
symbols (such as A, B, etc., I, I, etc., 1, 2, etc., a, b, etc., and i. ii, etc.)
or the relatively newer system of sole use of Arabic figures (such as 1.0,
1.1, etc., 2.0, 2.1, etc., 3.0, 3.1,, etc, and so on). In, say, a long annual
report on an organisation, either of the two systems might be applied in
the following fashion:

A PERSONNEL 1.0. PERSONNEL

l. Administrative 1.1. Administrative
1. Top-level 1.1.1. Top-level
(Senior or Managerial) (Senior or Managerial)
2. Intermediate 1.1.2. Intermediate
(Medium-level) (Medium-level)

3. Junior 1.1.3. Junior

Il. Engineering 2.0. Engineering

It should be clear that each of the items in the above lists could be
subjected to further breaking down, e.g., No. 1 in the left hand column
could be further broken down into:

16
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Top-level

(a) Managerial;
(b)  Technical,
(c)  Accounting, etc.

The crucial need here is clarity and consistency. We need not pursue the
matter into greater details.

4. Use of “Bullets”

This is related to itemization; indeed, it is another method of itemizing.
Bullets refer to any symbols (large dots, the dash, swords, zeros, etc.)
used for indicating different items on any one topic. (The asterisk is not
used much for this purpose apparently because of its conventional use in
modern grammar for indicating — giving advance warning about —
wrong language constructions). The “bullet” is used for making lists in
situations in which, although listing is required and necessary, no
ordering of any kind (such as of importance, priority, chronology, etc.)
IS required.

5. Use of Sub-titles

Sub-titles are used for dividing a long piece of writing or report on a
topic into the many different units or elements which make up that topic.
Supposing that one was reporting on an enterprise in a certain period of
business, one might have such topics to report upon as the following:-

1.0.  Business Outlook
2.0.  Investment:
2.1.  The Components of Working Capital.
2.2. Capital Expenditure.
2.3.  Progress on New Projects.
3.0. Production
3.1. Production Difficulties.
3.2.  Production Costs.
3.3.  Overhead and General Expenses.
4.0. Sales
4.1. Sales
4.2. Market Developments.
4.3. New Orders.
4.4. Backlog of Orders.
4.5. Profits.
5.0. Yields from New Materials.
6.0. Maintenance and Repair.

17
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Of course, the value of sub-titling is self-evident. It helps the reader to
organize his thoughts and, so, assists his memory and stimulates his
interest because it prevents fright at unbroken lengths of writing.

6. Use of Tabulation

Without doubt, tables are very handy for presenting large quantities of
data in which certain relationships are to be shown, e.g., statistics on
various subjects (such as a firm’s sales figures in different regions for
the same or different periods; accounting summaries, analytical figures,
budget statements, textual details and references, etc.). Tabulation
makes for brevity and assists the reader’s comprehension. We are
familiar with the use of Frequency Tables for presenting, and
Contingency Tables for analyzing, research data, but tables are equally
valuable in routine reports and similar other forms of writing. Consider,
for example, how awkward and laborious it would be for a report writer
to be presenting sales figures on a commodity in different regions and
for a number of consecutive months in a style such as the following:

In January, 2002, sale of our new “Shine” brand of detergent amounted
to N230,000 in Lagos State; 225,000.00 in Ogun State, N200,000 in
Delta State, N100,000.00 in Enugu State, N125,000.00 in Kano State
and N130,000.00 in Benue State. In February, the sales were ...
(continuing in that way for six months in the six states).

On the other hand, such enormous data could be very concisely
presented in a table, such as the following:

Table I: Sales of ““Shine” in Six States from January to June, 2002 (in
NO000).

State Jan. Feb. Mar. Apr. May  June  Totals
Lagos 250 255 260 230 220 210 1,423
Ogun 225 230 235 240 245 250 1,425
Delta 200 210 220 230 240 245 1,345
Enugu 100 125 130 135 140 145 775
Kano 125 115 112 110 108 106 676
Benue 130 230 215 210 205 190 1,130
Totals 1,030 1,165 1,172 1,155 1,158 1,146 6,820

Source: Sales Returns from States.

The brevity and precision of the presentation and the versatility of use to
which the table can be put are evident. We can tell at a glance the totals
from each state and easily make comparisons among them. Any
particular figure required for any special purpose can be easily extracted.
On the basis of the trend conspicuously displayed by the whole table and
for each region, management action for sustaining or improving
performance — or even for suspending or discontinuing operations — can

18
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be easily taken. If we consider that operational costs (including staff
wages) could be shown on another table or integrated into the same
table, we can see how utilitarian tables can be for management
decisions. Every area of organisational activity amenable to statistical
quantification can be subjected to tabulation.

7. Use of Hlustrations

This refers to the use in writing (for illustrative purposes) of pictures,
sketches, drawings, photographs, and so on, and, in speech, music,
films, tapes, models, gestures, projectors and similar objects. Some
people include these illustrations and, indeed, the next item which we
shall consider (i.e., charts or graphs) and even tabulation (which we
have just discussed) among what are referred to as aids (audio, visual
and audio-visual) to communication. The idea of aid is good because it
supports the notion that use of these skills which we have been
discussing is essentially invoked from the memory, rather than from the
intellect or from acquired knowledge. So, they essentially aid (help) the
intellect and acquired knowledge in producing the fullest impact in
written matter.

A picture or sketch of a plantation, an extension to a factory or of people
sampling a new product would be very germane to a report on a related
subject. Illustrations invoke images, bring out the human element of
situations and, so, make for vividness of impact. A well-known Chinese
dictum says that “a picture is worth 10,000 words”. lllustrations are
very useful in house journals.

8. Use of Charts (Graphs) and Sketch Maps

We shall try not to flog this item but make it as simply as possible.
Points to note about graphs are the following:-

Q) There are many kinds of them.

(i)  They are usually constructed from quantitative data, such as
contained in the table which we have already given.

(i) Their greatest value lies in showing a trend or movement in the
subject which they depict. So, while the table gives precise
information but may not give an immediate graphic visual picture
of a situation or trend, a graph gives that immediate visual picture
of a situation and trend.

(iv)  Graphs are usually drawn (at least, by the lay person or non-
statistician) on grid paper — paper divided into equal squares of
known dimension, so that vertical and horizontal sides of each
square can be given definite values. Dyer (1964:48-51) and
Evans (1984:163-166) describe a number of kinds of graphs.
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(v)  Related to point (iv) is the fact that graphs are constructed from
exact data, either already presented on a table or available from
research findings and, perhaps, given in an Appendix. This point
should remind us that when it is necessary to show the exact
values represented by a point on a graph, such a value should be
written into the graph.

This concludes our discussion of the Rote (or Mechanical) elements of
the skills of continuous writing. The great value of these skills for
enhancing the quality (both of visual appeal and physical layout and of
clarity and explicitness of meaning) should be readily evident. These
features also raise the status of a piece of writing and the attention which
it can win because the features attract positive and favourable attention
to the knowledgeableness of a writer. Every writer should give serious
attention to using them.

3.1.2.2 Cognitive (or Language) Skills

The second division of the tools of reporting is what we called cognitive
(or language) skills in Chart 1.2.1. As explained earlier, these are skills
which have to be carefully learnt and acquired with great diligent effort.
Their two most important elements are Vocabulary and Syntax (sentence
construction): Two accompanying elements (which we sometimes
describe as oscillating uncertainty between Rote and Cognitive skills —
but leaning more heavily towards the Cognitive) are Punctuation and
Spelling.

These four skills lie at the heart of meaningful writing. It is largely in
their mastery and control that the business executive must demonstrate
the superior abilities for creativity, judgement, leadership and
knowledge for which he is deemed to merit his privileged position and
high pay. His overall aims here are charm and pleasantness of style,
precision of meaning and conciseness of presentation. In the use of
vocabulary and sentence-making, the business writer must strive for
variety, avoiding monotony of sentence lengths and types and repetition
of words.

As will already have been noted, these four elements are not being
discussed in this course because they are considered to have been
covered in your other English Language courses. If necessary, see
Okenimkpe (2004), Chapters Two, Three and Four of Vol. 1.
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3.2  Guides to Effectiveness of Communication

3.21 The “Ten Commandments” of Effective Business
Communication

This concept of the “The Ten Commandments of Effective
Communication” - propounded by the American Management
Association, Inc., offers one of the best conceptualizations and
formulations of the principles of effective communication. (Space
constraints will not allow us to discuss these. If necessary, see
Okenimkpe, 2004, pages 6-9).

Some communication experts see the “Ten Commandments” in terms of
“Communication Fundamentals”. These fall into two categories, i.e.,
those which highlight certain characteristics of communication,
communicators and communicants and those which refer to the use in
communication of gestures and postures, the latter, of the whole body
and relevant parts of the body. Again, lack of space will not allow us to
discuss these. If necessary, see Okenimkpe (2004), pages 9-15. Let us
merely write down the basic principles:-

1. Words do not have meanings in themselves.

2. Words mean different things to different people.

3. Perception of reality differs.

4. Emotion affects understanding.

5. Facts should be distinguished from opinions.

6. Build a feedback mechanism into every piece of communication.
7. Allow free access to persons who have the right information.

8. Face-to-face communication is best.

3.2.2 Communication Fundamentals in Oral Verbal
Interaction

1. Be aware of, and employ when appropriate, such non-verbal
forms of communication as the following:

() Tactile:  Bodily touch is very varied, carries very varied
meanings and occurs mainly in personal, intimate and emotional
relationships. However, its official occurrence in handshakes,
patting on the shoulder (as appropriate) can be used to advantage
when the right opportunity offers itself.

(i) Proximity: Nearness conveys intimacy and promotes such other
facilitators to effective communication as eye contact, smiling
and laughing. Again, proximity is very much restricted to the
personal and intimate domain of communication, but the
executive should not miss those opportunities when leaving his
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executive desk to sit on a sofa facing his communicant will oil his
negotiation to his advantage.

(iti)  Posture: There are many postures which one can assume while
either giving or receiving communication: sitting (legs crossed or
apart, slumped, etc.), standing (at attention, relaxed, arms folded
or hanging down, etc.); kneeling, etc. All these, the particular
form of each adopted, and accompanying postures of other parts
of the body reflect how one perceives one’s status in relation to
the partner in communication, what attitude one has towards the
partner (disbelief, aggression, trust, cringing, sycophancy, etc.)
and what one expects as an outcome from the communication.
So, one needs to keep a watch on the posture which one adopts at
a communication event.

(iv)  Physical Appearance: Physical appearance is portrayed by
physique, clothes, face, hair, hands and (in men) beards and
moustaches.  Physical appearance reflects self-image, social
status and emotional state. The need for overall tidiness within
the norms of a culture should be appreciated.

(v)  Facial Expressions and Gestural Movements: The face and the
hands are the organs employed most in making these movements.
The face shows the emotional state of interactors (although they
often try to hide that); provides a continuous feedback on whether
the communicant understands, is puzzled, agrees or disagrees
with what is being said, etc.; reinforces speech in verbal
communication, and indicates attitudes to others.

The hands, on the other hand, illustrate speech and augment it when
verbal skills are inadequate; can (with gestures) replace speech, such as
in deaf-and-dumb (Braille) language in which, sometimes, the gestures
are given arbitrary meanings (just as words also carry arbitrary
meanings in speech and writing) and often (with their movements)
reflect emotional state (though unintentionally). The nervous
interviewee is often betrayed by the movements which he/she makes
with his/her hands.

(vi)  Direction of Gaze: The direction of gaze and expression in the
eyes carry a great deal of meaning in inter-personal
communication. A mutual gaze establishes an eye-contact and
builds a form of affiliation. A mutual gaze at an object of mutual
interest means attentiveness to the subject of discussion. Of
course, a different meaning emerges from an eye contact when
the facial expression is friendly, hostile or indifferent. Avoiding
eye contact or being the first to withdraw from it may suggest
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fear, submission, a dependent relationship, respect, shyness,
hostility or timidity.

(vit)  Be mindful of the non-verbal aspects of speech. These include
the timing of speech, the emotional tone of speech, speech errors
and accent.

(@) Emotion is a very delicate thing to handle in a speech. It is easily
over-done or under-done. An audience can easily be embarrassed
and put off by both exaggerated emotion and an unfeeling stance.

(b)  Accentuation is a very difficult matter for most second-language
users of English. False and artificial accentuation (such as one
often hears from inexperienced electronic media announcers) can
often be more offensive than the natural (though faulty)
accentuation to which one is accustomed from the majority of
second-language speakers of the language. So, it is best to be
natural even when accentuation is incorrect in some details.

(c)  Speech errors (concerned largely with pronunciation) can be
deflating for a speaker. However, while a natural pose will
generally be quite acceptable, it is important to rehearse a speech
in order to master the pronunciation of some very special words,
such as foreign words (téte-a-téte; facade); names of towns
(Copenhagen, Keynes, Tottenham) and others.

SELF ASSESSMENT EXERCISE

(@) What do you understand by the concepts of “Extrinsic” and
“Intrinsic Skills” of communication?

(b)  List as many activities as are known to you in the “Intrinsic
Skills” group and two of the Communication Fundamentals.

4.0 CONCLUSION

Clearly, certain principles guide efficient communication in
organisations. The best and most stimulating and inspiring kinds of
writing are not simply “knocked off the cuff”. Certain principles have to
be observed. These principles are what we have dissected in this Unit.
It is well worth your while to give them all the attention that you can
afford and to try to apply them in your own written communication.
You will find them invaluable for producing the best kinds of writing
within your own ability.
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5.0 SUMMARY

The unit has discussed ancillary (or supportive) activities to written
communication and referred to guides (general — the “Ten
Commandments”, - and the “Fundamentals”) to effective
communication. The ancillary activities are divided into “Extrinsic
Skills” (or “Tools”) and “Intrinsic Skills”, the former of which demand
the “memory” (and not “knowledge” or “intellect”) and that certain
appurtenances or frills be added to written communication to assist it in
achieving effectiveness.

The “guides” to effective communication (which are not discussed but
merely referred to) are divided into what we have called the “Ten
Commandments” and the “Fundamentals” of effective communication.
The “commandments” denote the principles that should be observed in
actual acts of oral or written communication, while the “fundamentals”
refer to the behaviour that should be manifested while giving or
receiving information, i.e., while performing a role in communication —
that of the communicator or the communicant.

ANSWER TO SELF ASSESSMENT EXERCISE
(@)  See Section 3.1 (embracing 3.1, 3.1.1., 3.1.2, 3.1.2.1., and 3.1.3.).

(b) Make a selection from those discussed in Section 3.1.2.,
embracing all those sub-sections listed in question (1a) above.

6.0 TUTOR-MARKED ASSIGNMENT

Describe the roles which the following skills or tools play in the
achievement of effectiveness of written communication:

(@)  Appropriate line spacing;
(b)  re-writing;
(c)  tabulation.
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1.0 INTRODUCTION

As the title of this Module One (“An Introductory Overview”) and Units
1 and 2 indicate and, indeed, as the remaining Units 4 and 5 of the
Module will show, this Unit 3 is devoted to discussing another set of
factors which influence communication. These are Factors, Systems and
Methods of business communication. These are principles (as in the
case of the concepts in Units 1 and 2) which, although they are not
actual acts of communicating, also define conditions for making a
success of communication. The factors that will be discussed in the Unit
are:-

1. Factors of communication;
2. Systems of communication, and
3. Methods of communication.

The concepts point to the fact that certain factors control the
effectiveness of both oral and written communication and that certain
approaches (systems and methods) are adopted in communicating in
organisations.

You will need about three hours for studying the unit. Ensure that you
thoroughly understand every point that it makes. If you do the Self
Assessment Exercise efficiently, you will be able to convince yourself
that you have fully understood the Unit. You should also answer the
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Tutor-marked Assessment Questions (TMAQSs) and send your work as
directed to the university for your tutor’s evaluation.

2.0 OBJECTIVES

At the end of this unit, you should be able to:-

o explain what factors, systems and methods of communication
mean

. draw and label diagrams (where applicable), which illustrate
them

o compare and contrast “systems” and “methods” of organisational
communication

) list and describe different systems and methods of organisational

communication, giving their meanings, uses, merits and demerits.
3.0 MAIN CONTENT

3.1 Factors, Systems and Methods of Business
Communication

These three elements of communication within organisations are being
taken together because they all postulate guides for making
communication within organisations effective. Of course, by
organisational communication, we mean communication between and
among units and personnel in an organisation. The chief executive
needs to reach all segments and staff of his/her establishment,
sometimes in groups of varying composition and, sometimes,
individually or unit by unit. Other managers and functionaries of
varying ranks and domains of authority need also to reach all members
and all units under their control. Of course, information must also flow
back to all these managers and functionaries. With regard to
communication, we have to conceive of an organisation as a webbed
organism in which the stimulus-response phenomenon operates
continuously in order to keep the organism alive. This concept could be
illustrated diagrammatically as in Figure 1.2.2 below.
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Figure 1.2.2. Stimulus-response Flow of Communication in an
Organisation

3.1.1 Factors of Communication
Meaning

They are the constituents of a piece of communication which must be
individually adequate and appropriate and effectively handled in order
for the whole communication event to be effective. A communication
event here may be a lecture or talk, a briefing session, a meeting, an
interview, and so on. Factors tend to relate more particularly to
communication with masses of people (such as at a lecture or a
foreman’s briefing of his workmen at the start of a day’s job), but they
can also apply in varying degrees to individualized communication in
both the oral and written modes.
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3.1.1.1 Components
The idea of factors of communication was originally formulated by
Adair (1973:24) in his concept of the Communication Star.

Commuynicator

Content Methods

Communicant Situation

Figure 1.2.3. The Communication Star (Adair: 1973:24)

However, it will be recollected that we included the Factors of
Communication in our Figure 1.3.1. (Elements of Communication in
Module One, Unit 3), and that, in that chart, the factors were extended to
include two more factors, i.e., Reviewer (or Editor) and Organisation
and Form, two ideas borrowed from Gallagher (1969). So, a revised
Communication Star will look as in Figure 1.2.4.
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Communicator
(Sender)

Content
Reviewer (Editor)

Situation
Methods

Communicant Organisation
(Receiver) (or Form)

Figure 1.2.4. Factors of Communication (Adapted From Adair, 1973
and Gallagher, 1969)

3.1.1.2 The Constituents (i.e., the Factors)

There is really no need to deal with the subject any further because, as
we said a while ago, factors are really a concern for communicators at
high levels and for those (such as speakers) who deal with groups of
people. If necessary see Okenimkpe (2004), Chapter Twelve.

3.1.2 The Systems and Methods of Business Communication

In the next section of this unit, we shall discuss Methods of
Communication. Perhaps we should point out at this stage that the
distinction between systems and methods is not usually very clear to
some people and, indeed, is not recognised by some communicators.
However, it is possible to conceive of systems as larger categories which
contain or embrace a number of individual methods. So, to anticipate
our discussion of both, we might just as well do a classification here to
demonstrate the difference between the two.
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SYSTEMS SPECIMEN METHODS

1. Hierarchical Vertical/Downwards/Upwards
Briefing Groups
Joint Consultations

2. Lateral/Sideways/Horizontal Specialised Committees
Surveys

The Grapevine

House Journals
. The Grapevine

3. Diagonal

A L A el I o

4. Open Franchise The Grapevine

We can see here that while we have identified four systems, we have
seen seven distinct methods grouped under the systems. As we discuss
the systems and methods in succeeding paragraphs, we shall see why
some systems encompass more than one method and some methods
partake of the natures of more than one system.

3.1.2.1 Communication Systems

We may define these as a set of general patterns by which organisations
conduct their communication function. Here, we are not talking of
specific methods, which guide an organisation’s choice of specific
communication methods, but of general principles and practices,
entailing some values or merits, which guide an organisation’s choice of
specific communication methods. Such a choice is part of the
organisation’s response to its need to achieve its set purpose of profit
maximization and/or efficiency of service and to meet the demands of its
organisational environment. Such choices are made either deliberately
through a conscious policy or, as is often the case, operated purely as a
legacy, perhaps of unknown genesis, inherited from entrenched or
established practices in public and/or private organisations in the society
or environment in which the organisation exists and operates.

3.1.2.2 Classification

The communication systems may be classified in two ways. One
classification consists of the categories already shown above, while the
other consists of:

1. Formal,

2. Informal;

3. Grapevine, and
4, Bypassing.

A diagrammatic illustration of the first classification can be adapted
from Evans (1984:12) as in Figure 1.2.5.
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Figure 1.2.5. Communication Systems of Organisations (Classification

1)

3.1.2.3 The Systems of Communication

As in the case of the factors, there is no real need to discuss these
systems further because they are really involved with advanced
communication. Again, if necessary, see Okenimkpe (2004), Chapter
Twelve.

3.1.3 The Methods of Business Communication

These are specific approaches or practices which are grouped under or
emerge from the Communication Systems. A management consultant or
expert expects organisations to choose their communication methods to
match their needs.

Therefore, in discussing methods of communication in an organisation,
one is concerned with a vital factor which influences the overall work
environment of the organisation and plays a primary role in facilitating
its effectiveness. We are, indeed, dealing with the important issue of
democratization of control and the extent to which this factor is a
necessary requirement for success in a business. In highlighting, in the
remainder of the discussion, the principal methods of communication,
we are inviting you to help your present or future s to choose a
combination of methods which you honestly perceive as possessing the
capacity of ensuring the effectiveness of the organisation.
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1. Downwards (or Vertical) Communication

This is what is referred to as “hierarchical” communication or
communication along what is referred to as the “chain of command”.
As the appellation indicates, communication originates most of the time
at the top and flows to the bottom, and the bottom — when not
performing the primary role of receiving instructions or directives —
participates in communication at the explicit invitation by the top to
provide certain missing links in the communication chain. Such civil
service clichés or expressions as “send through the right channel” or
“send to the appropriate quarters” are offshoot of the downward pattern
of communication relationships.

It remains popular in organisations because it is easy and clear-cut and,
of course, because of sheer inertia against change, but it has the serious
shortcoming that it stifles initiative and commitment and enthrones
notions of superiority and subordination which are much subject to
misapplication. However, to optimize its usefulness, excessive rigidity
in its application is to be avoided, so that inter-personal and inter-group
interaction within the larger group can be encouraged to augment
hierarchical authority.

2. Briefing Groups (Hierarchical)

Informal briefing constitutes the major mode of commonplace official
communication within any organisation. However, when we speak of
“Briefing Groups” as a recognised method of communication in an
industry; we are talking of a systematised arrangement under which
small groups of workers in an organisation are invited to meetings,
formally convened at agreed regular intervals, for the purpose of being
informed of matters affecting the organisation. Here, the meetings
become institutionalized events to which workers look forward for
receiving information about matters of concern to them.

3. Joint Consultations (Hierarchical)

“Briefing Groups”, like “Hierarchical Communication” of various kinds,
are “downwards” communication. In opposition to these, “Joint
Consultations” are “upwards” communication. They are a set-up by
which management, rather than inform the staff of its decisions (as
essentially it does in “Hierarchical communication” and “Briefing
Groups”) goes out to seek the views of the staff on management’s plans
for introducing changes and, so, to obtain the staff’s contributions to
such plans before definite decisions are taken. Joint consultations are
associated with large organisation s and are, therefore, established on the
basis of much higher staff strength than Briefing Groups. Thus, staff
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strength of one thousand employees is regarded as the unit staff level for
one Joint Consultative committee, so that a committee is usually
established on a plant, factory or office complex basis. In exceptionally
large organisations, it becomes necessary to set up regional, national and
international committees, each of which is fed with members from its
immediately subordinate group.

There is, however, no reason whatever why smaller organisations should
not institute joint consultations on the basis of participation of all staff or
representation by one committee member of only a small fraction of
staff. One can easily conceive of a retail shop of ten employees being
organized into a joint consultative committee on the basis of total
participation. In a case of this kind, briefing sessions and joint
consultations can, of course, be merged into meetings for management
both to inform staff of planned decisions, as well as seek their
suggestions on such decisions.

4. Specialised Committees (Lateral/Sideways/Horizontal)

These are panels of specialists on different aspects of the work of an
organisation set up to advise management on the running of their
specialized fields. Company groupings and multi-line department stores
are relevant here: while one committee advises on house furnishings,
another could advise on chemicals.

Their value lies in their essential function of bringing about sideways or
lateral communication to augment the vertical communication
(downwards and upwards) of Briefing Groups and Joint Consultations.
However, they tend to function routinely except in organisation s with
widely separated branches in which it is necessary to convene formal
meetings of the specialists. In the latter case, specialized committees
have often come under criticism for being time-consuming, over
argumentative and insufficiently consensus-oriented, a posture that often
leads to the exigency of voting for decision-making, which is a
procedure that carries risks for the best interests of profit-oriented
organisations.

5. Surveys (Lateral/Sideways/Horizontal)

These are investigations, conducted periodically, either at regular
intervals or once a while, to find out areas of an organisation’s work on
which different sections of the staff require more information.

Usually, an expert within the organisation or hired from outside prepares

a questionnaire to invite anonymous and voluntary responses of staff to
enquiries related to relevant issues. The questionnaire provides choices
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of answers and spaces for comments on areas on which precise
responses are not possible. On the basis of the analysis of the responses
to the questionnaire, an information bulletin is prepared for
dissemination to the staff in circulars, house journals or at briefing
sessions.

6. House Journals (Diagonal)

House journals carry information on the personal circumstances of staff
and on the social position of the organisation. It attempts to project the
organisation as a set-up which, besides its abstract profit interests, is also
an association of human beings subject to personal, family and social
needs. Hence, weddings of staff, naming ceremonies, leave experiences,
overseas holidays and others of similar personal nature are reported in
house journals. One could say that house journals carry information
which enhance the human image of the organisation, but which the
organisation has no particular obligation to convey. Bulletins, notice-
boards and newsletters — written media illustrated with photographs and
diagrams, and more recently, films and closed-circuit television —
supplement house journals for covering information on the peripheral
areas.

7. The Grapevine or Popular Gossip (Diagonal; Lateral;
Open/Franchise)

What is popularly referred to as the grapevine is an informal system of
lateral communication carried on in person-to-person conversations on
the shop-floor, during coffee or lunch breaks and on similar occasions,
as well as in unofficial bulletins, news-sheets and industrial magazines.

Application and Weaknesses

It is distrusted and frowned upon by management because its contents
are subject to much distortion, but management should take advantage
of its accessibility to disseminate its own less important information. If
authentic and reliable information can be received through the
grapevine, the tendency to indulge in harmful rumour will be kept to a
minimum. Management which is in the habit of “keeping sealed lips”
over matters that are really of no serious account — an attitude which
many management personnel assume in the false belief that it enhances
their importance and gravity of outlook in the eyes of the rank and file —
should not blame staff for resorting to injurious rumour for conjecturing
the thinking of management.
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SELF ASSESSMENT EXERCISE

1. “Systems” and “Methods” of organisational communication: is
there a difference between them? Illustrate your answer with
examples.

2. Draw a well labelled chart to illustrate how the “factors” of
communication are related.

3. Draw a well labelled chart to illustrate the three main “systems”

of organisational communication.
40 CONCLUSION

We should have noted from the unit that communication in an
organisation (such as a business enterprise) functions in a kind of web
that operates by certain principles. We must be conscious of this web
nature of organisational communication and endeavour to fit ourselves
into it in any organisation in which we might find ourselves functioning.

5.0 SUMMARY

In the unit, we have discussed the Factors, Systems and Methods of
business communication. The Systems refer to the patterns generally
adopted in organisations in internal person-to- person or unit-to-unit
communication (i.e., the lines along which communication normally
flows). Similarly, the Methods of communication refer to the specific
approaches within each system which are used in the application of each
system.  All the three elements define the matrix within which
organisational communication takes place. It is important to understand
them, so that we can see organisational communication, not as a
haphazard affair, but as a well organised undertaking which employees
ought to try hard to promote.

ANSWER TO SELF ASSESSMENT EXERCISE
1. Sections 3.1.2. and 3.1.2.1. offer the answer.
2. Fig. 1.2.4. (in Section 3.1.1.1.) constitutes the answer.

3. Fig. 1.2.5. (in Section 3.1.2.2.) constitutes the answer.
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6.0 TUTOR-MARKED ASSIGNMENT

1. Write notes on the following: “methods” of organisational
communication, giving the meaning, uses, merits and demerits of
each “method” and explaining the “system” to which it belongs:-

(@) Downwards (or Vertical) Communication.
(b)  Briefing Groups.

(c)  Joint Consultations.

(d)  The Grapevine.

2. If you were the Managing Director of a firm, which (a) system
and (b) method would you most encourage your staff to use in
your firm?
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1.0 INTRODUCTION

When we talk about “Elements of Communication” (or the
“Communication Package), we refer to the kind of language knowledge
(or skills) which a potential communicator ought to have — what he/she
should know in the language in which he/she communicates — before
he/she aspires to communicate or in order for him/her to communicate
effectively. We are suggesting here that if a potential communicator
does not have adequate vocabulary (or an adequate stock of words), or
he/she cannot efficiently and competently put words into sentences, or
cannot spell words, or cannot punctuate his/her writing with confidence,
or cannot command ability to use significant skills in other functions of
the language, then, he/she cannot communicate effectively.

As you study this unit, you should pay attention to the very many
elements or aspects of the English Language which we ought to be able
to handle in order that we can communicate efficiently with other
people. Of course, the extent to which we need to understand the
communication package depends on the degree to which we have to
communicate professionally and socially.

You will need about three hours for studying the unit. Be sure to do the
Self-Assessment Exercises (SAE) and to answer the Tutor-Marked
Assessment (TMA) diligently and to dispatch your answer papers to
your tutor as directed.
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2.0 OBJECTIVES

At the end of the unit, you should be able to:-

o explain why it is necessary to know the elements of
communication in order for one to communicate effectively

. identify the language functions which form the package of
elements of communication

o explain what the register (or vocabulary) of business
communication means

o demonstrate the use of the register in appropriate defined
situations.

3.0 MAIN CONTENT
3.1 The Elements of Communication

The Elements of Communication are the topics, activities, skills or
components of knowledge (as may be apﬂ»ropriate in each particular
context) which make up communication as a total function in an
organisation. They may also be referred to as the Communication
Package. They are very numerous. Here, we will merely represent
them schematically and make brief introductory, explanatory comments
on the chart (see Figure 1.3.1.).

Communication

I Tools
Extrinsic Skills Intrinsic Skill
(layout for beauty and eye appeal) f
[
Mechanical (or Rote) Cognitive (or Langua‘ge)

|
Vocabulary Grammar & Syn‘ax Paragraphing Punctuation Spelling
Continuous writing

Methods of Or%anisational Communication

Hierarchical Briefing Joint House The
Grapevine

(Vertical/ Groups Consultations  Journals
Upwards/ ‘ & Surveys
Downwards)

39



ENG316 COMMUNICATION FOR BUSINESS

All these methods employ, or function in addition to, numerous media,
e.g., personal contact — individual and group — in the Conference such
as the Presentation, the Group Meeting; the Speech); Visual Media — in
Dynamic Visual Media (Random), e.g., Memos; Orders and Forms;
Letters; Bulletins; Newsletters; Company Publications (internal and
external); Static Visual Media, e.g., Handbooks, Manuals, Casual
Publications; Information Racks; Posters; Reports; Annual Reports;
Aural Media, e.g., in Telephones and Intercoms; Speaker Systems,
Records and Recordings; Visual-Aural Media, e.g., Slide Films; Motion
Pictures; Television; Exhibits and Displays; Open-House Programmes;
Measurement Media, e.g., Opinion and Attitude Surveys (personal);
Mail Surveys.

More Familiar Forms of Practical Communication
[ [ [ |

Work-relationship Reporting  Memoranda Letters,
Communiqués

(oral) E-mail ,
Minutes, Fax

I |
Executive Minutes-keeping
[ |
Periodic (or Control) Special

Factors of Communication (The Communication Star)

| | | |
Communicator Reviewer Communicant Content
Methods Situation
(Principal) and/or Editor (Receiver/ (Media)
Recipient AIM Organisation
(or Form)

Figure 1.3.1: Elements of Communication

The chart suggests that, to communicate effectively, we need tools of
communication. These tools (or skills), as said in Unit 2 of this module,
are broadly divisible into two categories, namely, Extrinsic Skills
(which, particularly in written communication, account for the layout or
visual presentation of the communication) and Intrinsic Skills (which
refer more strictly to the presentation inputs into communication that are
directly controlled by the communicator). The intrinsic skills are,
themselves, divisible into Mechanical (or Rote) elements and Cognitive
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(or Language) elements, i.e., knowledge-based elements. These
cognitive elements are made up of Vocabulary; Grammar and Syntax;
Paragraphing in Continuous Writing; Punctuation and Spelling.

The tools link up with Methods of Organisational Communication. We
are suggesting here that communication personnel in an organisation
must be (or must have become) competent in the use of communication
tools before they can (or in order for them to be able to) think of, select
and implement the organisation’s mix of communication methods.
These methods revolve (as demonstrated in Unit 3) — in varying degrees
of purity, adaptation or adulteration, directness or indirectness, formality
or informality and totality or partiality — around systems known as
Hierarchical Communication, Briefing Groups, Joint Consultations,
House Journals and Surveys and the Grapevine (popular rumour).
These systems employ (or are supplemented with) the long list of
practices in the diagram (e.g., personal contact, which is the direct mode
of application of Briefing Groups and Joint Consultations).

The chart next outlines the more familiar forms of practical
communication, viz., oral communication at work scenes; Reporting;
Memoranda (in their full forms), as well as in their note forms, the latter
called Minutes (which are popularly used for internal communication in
offices), as well as Communiqués, Letters, E-mail and the Fax. We are
not suggesting here that the methods of organisational communication
are first acquired by communication functionaries before the familiar
communication forms are developed, or that the methods are first
applied by organisations before the familiar forms of communication are
applied. Rather, we are simply indicating that the familiar
communication practices form part of the total communication package.
It should be noted that, like the long list of practices which supplement
(or provide channels for use of) the methods of organisational
communication, the familiar forms of communication are also channels
or media by which the organisational communication methods are put
into effect. It should be readily seen that the letter or the report is an
obvious medium for the implementation of the hierarchical system of
communication.

The Report itself is divided into two categories: the Periodic or Control
(used for routine or administrative monitoring of performance at fixed
intervals), and Special (which are prepared on individual activities,
events, projects, undertakings or periods).

The Factors of Communication are deliberately placed at the base of the
scheme. They are parameters or criteria which create the conditions for
effectiveness of communication. So, they are conditions which the
communicator must meet — where they apply to him/her — or provide for
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where they relate to other elements of his communication, such as
subject-matter, method or recipients. The factors were originally
conceived by Adair (1973:24), who encompassed them in a diagram
which he called “The Communication Star”. His scheme actually
contained six elements: Communicator; Communicant; Content;
Methods; Situation, and Aim, but the scheme is being modified here
with the inclusion of two additional factors, namely, Receiver and
Organisation. The factors define the broad environment within which
communication can be expected to be effective.

Let me point out here that some of these elements in the just outlined
communication package are, as relevant, discussed in greater detail in
Unit 3 of this module.

3.2 The Register of Business Communication

The Penguin Encyclopedia (Crystal, 2004:1289) defines register as “a
variety of language defined by the social context in which it is deemed
appropriate for use, such as religion, law, science, advertising,
journalism or conversation [and, for our purpose here, business]”. The
encyclopedia adds that “each register can be identified by a range of
linguistic features which together distinguish it from other registers in
the language”.

Similarly, The Oxford Dictionary of English Grammar (Chalker &
Weiner, 1998, 1994:340) defines register as “a variety of language used
in particular circumstances”. Pointing out that the concept may be used
in different ways by different linguists, the dictionary offers two of such
different ways, the following of which is most appropriate for our
purpose here: “a variety of language related to a particular FIELD OF
DISCOURSE (emphasis, the authors’), a particular subject or
occupation, e.g., advertising language or the language of the law”.

Registers are not synonymous with vocabulary because, while
vocabulary refers to all the words of a language, register denotes the
particular words in a language which carry meanings recognised by
professionals in an area or field of operation in a society in which that
language is used.

So, we can see that register is the term which we use for describing that
attribute of English that while certain words are used commonly by all
people who speak and write the language, other words are specially
associated with particular subject matter, professions, activities, and so
on. Thus, we can speak of the common register of English (which
embraces all the words which we commonly employ in most of the day-
to-day business of our lives) and of the special registers of the many
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ised areas or interests of our lives. We can easily give examples

of specialised registers.

Study of languages: accidence; syntax; semantics, accent, morpheme,

morphology, phoneme, phonology.

Study of literature: theme, plot, style, metaphor, symbol.
Cookery: Simmer, spaculla, icing, fillet, dessert.
Nursing: asphyxia, haemorrhoids, poison, intravenous, migraine.

For our purpose in this unit, we shall merely introduce the idea of
registers since knowledge of the complex details is really not necessary
for most purposes of effective practical business communication.
However, it is important that we note from the onset the following
points about registers:-

(i)

(ii)

They are somewhat infinite in the English Language because,
within any one subject, there are innumerable divisions. Take the
subjects of law, medicine and sports as examples. Each of them
divides up into several more specialised sub-areas. In law, for
example, there are terms specially associated with the courts,
such as the Clerk of the Court, the dock, the witness box, the
plaintiff, the respondent, etc.; in the practice of law itself, you
will have heard of the bar, the bench, affidavit, bona fide, corpus
habeas, etc. So also do you have special terms associated with
the judges and magistrates who preside over court sessions and
adjudicate over cases, and with the lawyers who may be
prosecutors representing government in court, or counsel
representing plaintiffs, defendants and accused persons. There
are several other terms associated with the subject of law. Each
of medicine and sports has even more terms of its own than law;
also, any other subject you can think of (such as business,
technology) and the various sciences similarly have numerous
special terms.

People wonder whether, when we speak of the English register of
a subject, we mean the technical terms used in that subject. My
answer is, as some people say, “Yes and No”. Consider, for
example, the two terms, operation and appendicectomy, which
are associated with a surgeon, that is, a doctor who performs
operations in a hospital. Now, while both words belong to the
register of medicine as a whole, and to surgery in particular,
operation is a common word which everybody knows or ought to
know, while appendicectomy is a technical term which all doctors
(and surgeons in particular) use for describing a particular kind of
operation. A lay person in medicine would not understand the
term unless a medical person, such as a doctor or a nurse,
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explained it to him or he looked it up in a dictionary, preferably
in a medical dictionary. Technical terms have this character that
they represent large ideas and actions which would be too
cumbersome to convey by a full description every time we want
to refer to them in our writing and conversation. So, one can now
see why | said “yes” and “no”; “yes” because appendicectomy is
a technical term, while operation is not.

Now, if | asked you whether one would regard such a word as
“metaphor” (which we saw before) is a technical term, what would you
say? Similarly, I could ask you whether such words associated with the
subject of philosophy as “idealism”, “existentialism”, and
“epistemology” are technical terms. Obviously they are because they
embody whole large ideas with which a lay person to literature or
philosophy would not be familiar.

(iii)  The third point which we should note in connection with English
Registers is the relationship between Registers and Varieties of
English, one aspect of the latter being *“Status” of words.
However, by “varieties”, we simply mean the different forms of
English which, as may be suitable or necessary, one may speak or
write on different occasions. These forms are broadly divisible
into formal and informal English, the latter of which has such
other varieties as informal written English, spoken or
conversational English, colloquial English, dialect, patois (such
as pidgin), slang, and so on. All we need to note here meanwhile
is simply that registers are merely one kind of formal English. In
other words, the special terms used in the discourse of different
subjects are used by persons educated in those subjects for
conveying their ideas in serious or formal writing and speaking.
A book, A University Grammar of English, by Randolph Quirk
and Sidney Greenboum (1979), gives a list on page 1 of the
factors which determine varieties of English. One of these is
“varieties according to subject”. This, indeed, is what we mean
by English registers.

(iv)  Finally, let us find out what our business (as people who use
English in practical communication) is with registers. First, our
primary concern is to increase our vocabulary of the common
register, i.e., the vocabulary we need for interacting with all the
people who come into our lives in the course of each day in the
workplace, in the house, in the market, in the bus, along the road,
at school, etc. Secondly, we need to master the vocabulary or
register of our special subjects of interest or areas of operation
(for our purpose here, business), so that we are able to talk to
professional or occupational colleagues in language which carries
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the most precise meanings for those trained in the subject. Those
of us who are, for example, literary critics will need to understand
those terms on the subject which we referred to earlier on and
many more. So will those in business, law, architecture,
medicine or any other subject need to know the terminologies of
those fields of interest. Hence we can speak of the language of
the lawyer or the economist, and so on. In this course, we are
concerned with the case of business.

Thirdly, we need to have a mastering of the common terms of all trades
and subjects, such as “operation” in medical vocabulary, so that we can
understand specialists reasonably well when they speak to us. If an
architect building a house for me tells me that he needs some materials
for making the “lintels” and “decking” of my house, will I tell him that I
do not understand what he means by “lintels” and “decking”?

Finally, even as specialists in different subjects, we must speak in
language which a layman can understand. A specialist who cannot,
when necessary, convey his ideas tin language which a layman can
understand is either a very dull person or is simply showing off. If a
doctor (to change focus a bit from our earlier statement) tells me that |
am suffering from hepatitis and cannot tell me what this is supposed to
mean in terms of the injury being done to my body, I will hardly have
confidence in his ability to cure the disease.

3.3 Business English

One of the best sources for learning business communication and for
imbibing the outlook which a person should have in a business
environment is a book entitled English for Businessmen, written by
Angela Mack who was a co-director of the International Language
Centre at International House, Paris, France, and who also had a wide
experience of teaching English to overseas students). It was published
in London by Macdonald Futura Publishers Ltd. in association with the
BBC as one of the books in the BBC’s series of publications on the
teaching of English by example.

It is based on a fictional firm (a manufacturing one) to guide the reader
through the many aspects of modern business. The author, besides her
own knowledge of business, had to use an adviser on business practice
in order to highlight all areas of activity in a business firm of the kind
presented in the book. Each chapter of the book (chapters are actually
designated Units) deals with a different department (24 in all) of the
firm and brings out its characteristic words and phrases (emphasis
mine) in a lively and interesting way. Perhaps quoting part of the blurb
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on the back cover of the book will give a clearer view of the contents of
the book:

What vocabulary do you need when you’re negotiating export deals,
auditing your accounts or setting up a pension fund? How do you reply
to customers’ complaints, advertise for new personnel, interpret work
study surveys? How do you cope with takeover, request an overdraft,
plan any advertising campaign? All these situations in day-to-day
business life needs a command of English and an understanding of
concepts, nuances and conventions.

Now, if we cite from Unit 1 only of the book (on the topic of “New
Markets Are Vital”) the kinds of business terms and expressions
(business register) which are highlighted in each unit, we will have the
following:

From the Introduction: Managing Director; Sales Manager; Production
Manager; market; open up a new market.

Terms in the Episode: income per capita; delivery dates; tariff;
Department of Trade;

duty; trans-shipped; red tape; import licence; agent; channels of
distribution; field survey; probe.

Other Useful Terms: automation; board meeting; budgeting control;
catalogue;

Chairman; [to] chair a meeting; Company Secretary; corporate planning;
D.C.F. (Discounted Cash Flow: a method of calculating the profitability
of a new plant and machinery); dock dues; E.D.P. (Electronic Data
Processing: the method of analyzing and recording business information
by means of a computer); filing cabinets; itinerary; Ltd. (Limited); O.R.
(Operational Research: the application of mathematical techniques to the
study of problems in business); P.E.R.T. (Project Evaluation and
Review Technique: a system used in planning and controlling a project
by making a diagram showing the actions and timing needed to
complete the independent parts. It is similar to C.P.A.: Critical Path
Analysis: method of planning the execution of a complex project in a
logical way by analyzing the project into its component parts and
recording them on a diagram, which is then used for planning and
controlling the inter-connected activities which carry the project to
completion); port rates; retailer; telex; wholesaler.

The register cited above comprises only what the author records as new
terms, i.e., terms which may be new to readers who are relatively
already conversant with the English Language. In other words, there are
several other business terms which, because they are considered to be
already familiar to the reader, have not been cited. Remember that these
terms come from only one unit out of 24 units and that all the 24 units
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relate to only one firm. So, while |1 recommend that you find the book
and read it thoroughly, it is worthwhile to realize that the book in a sense
upholds the point we made in the introduction to the modules that
business communication is essentially a study of the broad principles of
business communication which apply to the whole field. The kind of
specialized competence which each organisation requires is acquired on
the job in in-house training and by orientation in each particular firm.

3.4 Varieties of English (Concomitantly of Business English)

There have always been varieties of English, a feature which identifies
words by status, suggesting that words in English (and, of course, in
other languages) enjoy different levels of respectability in usage. These
varieties are traditionally classified into Standard and Non — standard
English. Standard English has the varieties of Formal and Informal
English. While Formal Standard English has the varieties of Written,
Spoken and Jargon English, Informal Standard English is classified into
Spoken and Written forms.

For its own part Non-standard English is classified into Colloquial,
Dialect, Slang and Cant categories. (For a full discussion of this topic,
see Okenimkpe, 2004, pages 51 - 57). Many books on slang English
(and, of course, on other varieties of English) have been written, one of
the best known and most relevant to Nigeria being C. N. C. Asomugha’s
(1981) Nigerian slangs: A dictionary of slangs and unconventional
English used in Nigeria. The issue of unconventional English has
received so much attention from scholars that many high-status books
have been written on it. Examples in our environment are New
Englishes: A West African perspective edited by Ayo Bamgbose, Ayo
Banjo and Andrew Thomas (1995) and David Jowitt’s (1991) Nigerian
English usage: An introduction.

Patois, cockney and pidgin versions of languages (such as of English
and French), i.e., localised forms of lingua franca, have over the
centuries existed along with the formal categories, and differences in
spelling and pronunciation between British and American English
(giving rise to the notion of B.E. and Am. E.) and, of course,
differences, particularly in pronunciation among British, American and
other versions of English, have all along been recognised. However,
there have always existed a kind of discrimination against Non-standard
English in favour of Standard English. In other words, while Standard
English was regarded as the language of educated people — polished and
sophisticated people — Non-standard English was perceived as the
language of the uneducated and poorly educated people, i.e., people
generally of low rank. (Other attitudes exhibited in the use of these two
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versions of English are discussed fully in the section of Okenimkpe,
2004, to which we have made reference).

In contemporary times, usage in the English Language has received its
own share of the influence of the phenomenon of modernism in two
dimensions. First, the discrimination against Non-standard English
seems to have become considerably relaxed. Non-standard English has
come to be viewed in some quarters as the language of the ordinary
users of the language — the common people — and, so, the genuine true
language. Thus, the common attitude is tending towards turning to
seeing the use of either form of the language in terms of preference,
rather than in terms of superiority or inferiority to reflect the status of
the user. However, one wants to note that one has not yet seen a
professor giving an inaugural lecture in pidgin or cockney English or the
Secretary of the UNO addressing the General Assembly in patois.

The second influence is that, while considerable modifications are being
made to Standard English, many additions are being made to Non-
standard English. Concerning modifications, we might note the
considerable relaxation of punctuation (communicators now relying
mainly on syntax for achieving clarity), the omitting of some
Prepositions in some contexts: (He threw the water out the window; He
arrived Abuja at nine, etc.) and, the pluralisation of Distributive
Pronouns and Singular Nouns qualified by singular Distributive
Adjectives: (Everybody must cast their votes; Each pupil is to submit
their exercise book). In addition to these, we now have acronyms and
abbreviations coined by individual users for telephone text and e-mail
messages (i.e., in electronic communication), such as abit; a lot; the
shop seems to have bin closed; AFAIK — as far as | know etc. .There is
now the Wikipedia (www.wikipedia), an electronic collectively edited
encyclopedia, which seems to be synthesizing varieties of English across
the globe.

Some people call this complexity of emerging varieties of English
Default American English and regard it as the language of modern
business. In a course of this kind — which is more concerned with
language than with the computer (or electronic systems) — the advice
that one can give is that people engaging in business should familiarise
themselves with these kinds of usage, so that they can, when necessary,
use and/or understand them.
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SELF ASSESSMENT EXERCISE

1. Explain in brief what the notion of Elements of Communication
entails.

2. Describe in a prose form the components of the Communication
Package.

3. Use the following terms in sentences that would ordinarily occur
in a business environment: (i) market; (ii) tariff; (iii) agent; (iv)
D.C.F.; (v) O.R.

4.0 CONCLUSION

Clearly, communicating (whether in the oral or written mode) is an
activity which requires the acquisition of certain definite skills. For
every level of communicating (whether for routine, day-to-day
interacting with people in both modes or as a professional function), we
must endeavour to acquire the requisite skills for making that task
effective.

5.0 SUMMARY

In this unit, we have examined what are called “Elements of
Communication” (or the “Communication Package), i.e., the
components of a language which we must master (in this case, English)
in order to be able to interact with other people effectively. These
elements consist, at the first level, of tools of communication, divided
into Extrinsic Tools (or Skills) and Intrinsic Tools (or Skills). The
Intrinsic Skills themselves are divisible into Mechanical (or Rote) Skills
and Cognitive Skills. All these skills are applied with many kinds of
aids while one is carrying out the familiar forms of practical
communication (such as that concerned with oral interaction among
people in an office, concerned with reporting — in its Executive and
Minutes-keeping forms) and concerned with writing memoranda, letters,
communiqués, e-mail, etc. At a person’s stage of using these elements
efficiently, the person is now able to give serious consideration to
Factors of Communication (or the Communication Stat), which consists
of those elements listed in our diagram.

We also discussed the register of business communication, explaining
that the register consists of the terminology (terms, lexis, words,
vocabulary and expressions) which are peculiar or unique to business
communication, i.e., words and expressions which carry special
meanings for professionals in business. We gave many specimens of the
register from one chapter of a book on business English.
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ANSWER TO SELF ASSESSMENT EXERCISE
Question 1: See Section 3.1. The first paragraph of that is quite enough.

Question 2: The remainder of Section 3.1. after the first paragraph
provides the answer. (Your answer can be made much shorter than that.
Simply draw the chart and make brief explanatory comments on its
components).

Question 3:

(1) Market: With the increase of motor vehicles on Nigerian roads, the
market for tyres has been expanding rapidly.

(i) tariff: The hotel’s tariff shows that a double room costs twice as
much as a single room.

(i) Agent: The Foundation’s agent for the sale of sports books in
Lagos is the University of Lagos Bookshop.

(iv) D.C.F. (Discounted Cash Flow): To determine whether the planned
agricultural project will be possible, we intend to apply the technique of
D.C.F. in measuring probable profitability.

(v) O.R. (Operational Research): Operational Research should be
used for explaining the problems of a business situation in which greater
demand is causing reduced production.

6.0 TUTOR-MARKED ASSIGNMENT

1. Draw a chart encompassing the Elements of Communication and
showing how the elements are related to one-another.
2. What do you understand by the term register? Illustrate your

answers copiously by reference to at least five areas of operation
of at least one industry.
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1.0 INTRODUCTION

Unit 4 of this Module One in which we are taking a general look in this
course on “Communication for Business” examined the “Elements,
Vocabulary and Register of Business Communication”. In this Unit 5,
we are going to study “Process and Technology in Modern Business
Communication”. The two topics are being brought together because
they are closely related.

For itself, modern technology makes a tremendous contribution to the
effectiveness of the process of communication and considerably eases
up the ancillary activities which we studied in Unit 2 of this Module
One. The process of communication and technology in communication
both function in the modes of oral and written communication.

You will need about three hours for studying the unit. As with other
units, do the Self-Assessment Exercises (SAESs) very carefully and also
answer the Tutor-Marked Assignment and send your answers as directed
to your tutor.

3.0 MAIN CONTENT

3.1  The Process of Communication
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The process of communication attempts to conceptualise and define
what actually transpires in each of, and between, the communicator and
the communicant when they communicate. To make communication
effective, communicators (such as supervisors) have a need to
understand this process of communication, i.e., what actually happens
when a piece of communication takes place, so that they can appreciate
the enormity of what could go wrong (the risks of misinformation — the
barriers to effectiveness of communication) in any piece of
communication.

3.2 The Simple Process of Communication

Commonly, it is illustrated in a very simple way (as in Figure 1.4.1
below).

Feedback

\ 4

Channel Receive

Y

Sender —»| Messaoe |—» Medium

A

Figure 1.5.1. A simple illustration of the process of communication

The chart shows that a sender (or communicator) conceives of a
message (or piece of information) that is to go to a receiver (recipient or
communicant). The sender chooses a suitable medium (gestural or
verbal, the latter, oral or written) by which to send the message, guided
by the need for effectiveness and/or speed. He/she then also decides on
a channel through which to send the message (inter-personal contact,
letter, memo, radio, Internet, e-mail, mass media, etc.). Finally, the
receiver receives the message and sends back a feedback (response) to
the sender, indicating his/her reaction or response to the message (such
as whether the message was understood or not, whether accepted or
rejected, actions taken, etc).
7.1  Evans and Breth on the Process of Communication

3.3.1 Technology in Business Communication

3.3.2 Business Communication Equipment

3.3.3 Current Practices and Future Trends in Business

Communication

3.3 Evans and Breth on the Process of Communication

To explain more fully the process of communication, two writers
(Evans, 1984:13 and Breth, 1969:11) have offered explanations of the
process of communication. Evans gives an elaborate circular illustration
of the process of communication, which consists of six stages, namely:
(1) message conceived; (b) message encoded; (3) communication
medium selected (4) message decoded; (5) message interpreted, and (6)
feedback supplied. What transpires in each of these stages is fully
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explained and all the constraints that could render the action required in
any stage ineffective are also fully described.

For his own part, Breth calls the process of communication The
Sequential Process of Communication, and also gives an illustration of
the process which, in his case, is vertical in shape as opposed to Evans’s
circular shape. The communication process is perceived to be in two
phases: the Action Phase (originated and controlled by the
communicator) and the Reaction Phase (which shows the impact of the
Action Phase on the recipient of the communication). The Action Phase
is made up of three elements: Intent (a desire which the communicator
forms and wants to communicate); Content (communicator’s articulation
of his/her desire in words — spoken, written or symbolized in non-verbal
forms), and Media (communicator’s choice of a vehicle for the
conveyance of his content (which may be personal, i.e., person-to-
person or face-to-face, visual, aural or audio-visual). Intent is abstract
(i.e., it cannot be known to others) until it is put into concrete content
and media.

Admittedly, it is difficult to distinguish content from media, but they do
differ. Content is concerned mainly with verbalization and
concretization, whereas Media are concerned with delivery. The notion
becomes clearer when we substitute media with channel. To illustrate
the whole idea conceptualised in the Action Phase, we may, for
example, say that A forms an intent to ask B to type a letter. Even if A
and B are in the same room, B cannot know this intent. To start the
process of communicating this intent, A forms the statement: “Please
type this letter”, which he rehearses to ensure that it accurately expresses
his intent. He now has to decide whether he is going to pass to B a piece
of paper carrying the statement, gesticulate by pointing at a draft of the
letter, speak to B or (if he is not in the same room with B), send a
messenger to deliver the message.

The Reaction Phase, on the other hand, shows the effect which a piece
of communication; produces on the recipient. It is also made up of three
elements: The Impact (effect on the recipient, which is abstract), the
Opinion (which the recipient voices about the communication, which is
concrete) and the Behaviour (exhibited by the recipient, showing
whether he/she accepts or rejects the communicator’s intent — behaviour
is also concrete). If we continue with our illustration, we will note that
B will receive the request for a letter to be typed, may agree or refuse to
type the letter, and will either eventually type the letter or refrain from
doing so. However, when we apply the process to larger communication
activities like letter writing, we find it easier to conceptualise.
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You should endeavour to obtain the Evan’s and Breth’s books in order
to study their ideas about the process of communication more
thoroughly.

3.3.1 Technology in Business Communication

3.3.2 Business Communication Equipment

An expression which everyone has become familiar with is Information
Technology (IT). By this expression we mean that modern electronic
technology is now applied in practically all activities in the lives of
human beings: in medicine, in engineering, in parliaments, in many
aspects of home life (including the preparation and serving of food), in
several other activities and, of course, in most aspects of business
activities (typing, recording and retrieving of different kinds of material,
internal and external communication, and so on). In this discussion, we
are placing particular emphasis on the use of modern technology in
communication within the business environment.

When we consider what the computer is used for in the office of today.
We are inclined to think that the use of technology in the office is of
recent origin. However, we ourselves do recall the telegram and cable
technology and the telex (the technology of which has become absorbed
into the working of the microcompressor — the essential component of
the computer), and we are aware of the distant origins of the telephone
and the facsimile (fax), the latter of which is still in use in modern
communication.

Besides, Evans (1984:36-37) offers an elaborate (what he calls) time
chart on the development of information technology, dating from pre-
3,500 B.C. when, according to him, “signs and speech were developed
(note this broad interpretation of information technology) to the 1980s
when developments in information “technology [were proceeding] apace
with anticipated inventions in such directions as more powerful
microprocessors; area networking for electronic mail, etc.; experimental
work on voice input into computers; ‘wristwatch TV’; improved
‘bubble’ memory for microcomputers; fibreoptic transmission of
messages; work with electronics at ‘faster than light speeds’ and
widening of information technology education in Great Britain, [and, of
course, in other countries] from primary schools upwards”. When we
recall that Evans published his book in 1984 — 24 years ago — we look
around to see whether these predictions of his have been accomplished.
When we do this, we realize that, perhaps with the exception of *“voice
input into computers” (which is not unlikely to have been achieved in
some countries, such as Japan), practically all the other projections have
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been accomplished in the electronically sophisticated office of today,
even in our own country.

Many writers who discuss communication (see, for example, besides
Evans, Bel-Molokwu, 2000:22-29) feel obliged to list and describe the
machines which form the components of communication technology.
So, one finds on such lists such items as the following:

1. The Facsimile (Fax): This is the machine which sends graphic
written  material  (messages, pictures, diagrams, etc.)
electronically by radio, telephone or telegraph to a determined
destination, complete with addresses, signatures and any other
details on the paper. Added elements can enable such machines
to have such other facilities as automatic line check (to select the
best line or channel for the transfer in order to maintain copy
quality); polling (by which stored message is transferred when
the line is free); answer back (by which transmitting and
receiving telephone numbers are printed in addition to the
message), local document copying (a photocopying component),
and restricted access (limiting access through the use of secret
codes).

2. The Electric Typewriter: This has largely gone out of use.
Because of being electrically controlled, it entailed less physical
labour for the typist to operate and it produced clearer, print-like
typescripts. It has developed into its modern form of what some
people call the *“stand-alone” computer which, through the use of
a keyboard (with all the devices of a computer and perhaps a
visual display screen) can produce, store and reproduce
information in a standard printing format.

3. The Telephone (with which everyone is familiar), through which
voice (vocal or oral) messages are sent far (indeed, worldwide) or
near (among persons in an office or building). Installation of a
telephone system within an establishment may be by a private
automatic branch exchange (P.A.B.X.), which allows internal or
external calls to be made to the public network without going
through a switchboard operator, or by a private manual branch
exchange (P.M.B.X.) requiring that calls be directed through a
switchboard operator. The cellular (mobile) telephone is an early
diversification of the telephone into a wireless machine using an
inter-connection of radio transmitters, each with limited
coverage, to reach their destinations. Continuing development of
the telephone has led to the invention of the digital telephone
which now employs microprocessors (a network of digital circuit
which is the primary element of the computer) for transmitting
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messages. The enormous range of functions which telephones
can now perform (photographing, music, TV, transmission of
photographs, etc.) is largely an outcome of the use of the
microprocessor technology.

4, The Photocopier and the Scanner. We are familiar with these.
The photocopier makes a single copy or a few or numerous
copies of documents in black and white or in colour, while the
scanner rapidly copies documents for re-printing in clear copies
without the use of a photocopier. Scanning is an important piece
of technology which used to be employed in the telex system and
is currently enormously employed in the computer system for use
in sending e-mail messages. The relevant scanning machine in
each case converts messages into forms in which the digital
circuits in relevant systems can convert the message into the
machine codes which the system can transmit and re-convert into
analog signals for printing.

5. The Computer: We all now recognize the computer (which is at
present in about five degrees of sophistication — this is what
experts refer to as Pentiums 1-5). It now carries out almost
unimaginable functions: when data are conveyed into it and a
piece of instruction is programmed into it through the keyboard,
it does complicated calculations at lightening speed, stores or
releases (prints) results, re-orders material and, as everyone can
now see, carries out an almost infinite range of activities in more
or less every field of human activity. This is why it is
increasingly called a “brain”. Many writers make a point of
listing and describing its components as the following:

() The Visual Display (VDU) Unit: The screen which displays both
work in progress and material from the computer’s memory —
material which may be required for inspection, viewing, study or
printing (the last of which is described as “downloading).

(i) The Central Processing Unit (CPU): The primary component of
the computer, which acts as its memory and “brains’, processing
material keyed in through the keyboard, reproducing material
earlier recorded in various components of the computer or
displaying material recorded on a floppy disc or on a diskette,
and performing numerous other functions.

(i)  The Keyboard (often referred to as the ‘Qwerty’ keyboard, i.e.,
having the standard layout on English-language typewriters on
which the letters g, w, e, t and y are the first keys on the top row
of the keys). The typing or typesetting work is carried out here.
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(iv)  The Functional Keys: These form the primary difference between
computers and some electric typewriters on one hand, and the
standard typewriter, on the other hand. It is with these keys that
the computer is “instructed’ or ‘commanded’ to carry out its near-
infinite functions: delete, capitalize, italicize, embolden, etc.

(v)  The Printer: The unit which prints hard (paper) copies of material
displayed on the screen from the keyboard or from records.

The question which arises from this identification of the machines which
constitute modern information technology is: how much of this does a
standard office worker need to know?

Obviously, every worker ought to be able to recognize all these
machines, know the functions which they perform and be able to make,
at least, basic use of the more common facilities, such as the telephone.
On the other hand, we might say that acquiring the ability to use any of
them depends on need, but the trend in recent times has been to regard
these machines as everyday equipment for social and business life and to
expect everyone to understand their use, at least up to a certain level.
That is why the expression, ‘computer literacy’ has become so popular.
In developed societies and in some developing ones, most people
acquire the typing skill from primary and/or secondary school and the
telephone (both in its earlier analogue form and in its current digital
form) has been a common companion to life. In many public utilities
such as supermarkets in developed and in some developing societies, the
facsimile (fax) machine, the photocopier and the computer are displayed
for customers to use themselves (paying for the service at the cash
counter) without the need for an attendant or an assistant.

We are saying in effect that everyone should be endeavouring to master
the operation of the machines which constitute information technology,
including being online knowledgeable and sensitive and ready whenever
necessary to use the computer to obtain required information. Of
course, when it comes to more sophisticated applications of these
machines (practically all of them), a large amount of technical training is
required. The facsimile (fax) machine can form part of the Internet
network in an office; the telephone can now be made to perform
functions almost beyond human understanding and the photocopier
functions in a range of ways requiring study.

When we now talk of the computer, we know that its capabilities are
virtually limitless. The electronic doors into banks and similar precious
institutions can refuse you entry if, because you are carrying a large bag,
metal objects such as keys and a mobile telephone (these could be guns)
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the doors suspect you of going to carry out a robbery. Old works of art,
such as Leonardo da Vinci’s “Monalisa”, are now made to speak to
explain certain characteristics of their outlook (such as why “Monalisa”
— primordial model of European women’s beauty — has no breasts). In
many pieces of writing, one is given a mind-boggling account of how a
journalist in, say a plane which has lost contact with its radar,
manoeuvres to use his laptop to obtain connection with communities of
human beings. “Bugging” telephone messages and tapping information
from various institutions and individuals are acts perpetrated with the
use of electronic gadgets. Also, hospitals, engineering firms and several
other s perform intricate activities with the use of electronic equipment.
The list is endless.

These are all elements of communication which may be required in a
business environment. So, besides the standard uses of the information
technology devices, we have to undergo proper training if we want to
understand and, perhaps, apply the more sophisticated capabilities of
information technology equipment. In other words, we must all become,
as said above, online knowledgeable and sensitive and ready to resort to
the computer in searching for necessary information, such as locating
publications in a library.

3.3.3 Current Practices and Future Trends in Business
Communication Technology

The current practice in information technology is to link all the pieces of
equipment which we have been describing into an integrated unit of
technology. For this purpose, a computer Central Processing Unit
(CPU) is established to control the information system. With the use of
multiple function terminals, the various pieces of equipment are hooked
into the information system through the CPU, so that various users,
sitting at their particular computer sets, are able to carry out necessary
tasks concerning the different pieces of equipment without having to
leave their desks. The whole system is then linked to the national
telephone network and to the international telecommunications systems.
Connection to the national and/or the international telephone network
makes possible the following additional communication operations,
which are very much a feature of modern information technology (IT).

() The E-mail (Electronic Mail)

(a) Meaning and Application: This is the automatic transmitting of
letters and other forms of message to persons (recipients,
addresses or correspondents) who are stationed at local (within
the same office or within the same country) or at overseas
locations. For this to be possible, an addressee has to have an e-
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mail address which, as in the case of telephone line providers, are
supplied by firms which collect payments for this service in the
same way that the post office collects rents for the hire of
telephone boxes and private mail bags (P.M.Bs.). At present,
popular providers of e-mail addresses are identified by the terms
‘yahoo’ and ‘org’.

(b)  Effectiveness of Application: One may see that three
requirements are demanded for effectiveness of the use of the
electronic mail (e-mail), namely, (1) having the necessary
equipment or facilities; (2) possessing the technical knowledge
for sending and receiving (accessing) e-mail messages, and (3)
language ability.

1. Equipment (or Facilities): Many computers, including, laptops,
have the ordinary requirements for handling the e-mail system.
(Mail, and, therefore, e-mail, have no plural forms). The
necessary connection for activating the equipment is arranged at a
fee with such providers as MTN, STARCOM, etc., or with cyber
cafes.

2. Technical Knowledge: The concept of computer literacy or
computer knowledge includes ability to use the e-mail facility for
sending and receiving e-mail messages. The operation resembles
the sending and receiving of messages through the cell or mobile
telephone. As one clicks or punches the “Internet Explorer” on
the computer, a page appears on the screen in due time,
containing all the required components of the message, e.g., the
place for the e-mail address of the sender and that of the
addressee (or intended recipient), the subject of the message, the
attachments, the place for typing, etc. When one finishes typing
one’s message, one is then instructed to click somewhere to send
the message. Understanding and mastering this kind of skill
come, of course, from hands-on-tool (practical) training rather
than from the theoretical kind of training which we offer in this
kind of course.

3. Language Ability: All that are really required for demonstrating
the kind of language competence required for using the e-mail
efficiently has been discussed in the whole of Module One, Unit
2 and in item 3.1 (“Other Forms of Business Correspondence”) in
Unit 4 of Module Two, in terms of “Extrinsic Skills,” “Intrinsic
Skills” and precision of expression even while aiming for
conciseness. These sections can be revised as part of the effort to
master the writing of e-mail messages. The abuses of poor
constructing of contents — the same abuses which render
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telephone text messages ambiguous and meaningless
(incongruous constructions and inappropriate abbreviations etc.)
should be avoided. Nothing should be allowed to compromise the
value of speed of the e-mail

(i) The Website (one or a combination of web pages connected to the
Internet): Like a catalogue, the website contains information
about a person or which can be accessed through the computer.
The “Virtual Library” (which may also be called “Virtual
Memory” or “Virtual Storage”) is a sort of a very large website
making available for accessing through the computer learning
material stored in various places.

(iti)  The Internet: This is the “information highway” running through
the entire world, which is really the connecting of one computer
network to another. It is through the Internet that the wide range
of electronic communication tasks is made possible.

(iv)  Teleconferencing: This is essentially a TV screen, about a metre
square, hung on the wall and used, among other functions, to
display office personnel in various locations who are taking part
simultaneously in a ‘teleconference’. In other words, in
teleconference, TV cameras transmit pictures and sound to
various locations so that managers can communicate with one
another without leaving their seats.

(v)  Networking: We partly referred to networking when we
discussed current practice and future trends in business
communication. Networking as a deliberate programme means
linking communication facilities for the purpose of removing
delay and complications when office personnel in an have to
communicate with one another and/or with outside clients and
customers through computer terminals, the facsimile (fax)
transmitter, the telex, the telephone or other means.

(vi)  Voice Input: As implied earlier, this is still at the research stage.
The intention is that, instead of the laborious action of using the
keyboard to make inputs into the computer, it should be possible
to use voice utterances to make such inputs, such as is done with
audiotapes, videos and the dictaphone.

3.3.4 Barriers to Effective Communication

This can be simplified into the following items:-

() Communication gaps or communication breakdown:  The
receiver receives a different message from what the sender
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intended. This often results from the sender’s poor framing of his
message either because of his deficiency in language use or
because of wrong assumptions about the intended receiver’s
knowledge of the subject matter in question or about the
receiver’s language ability. There are many other causes of
communication gaps.

(i) Largeness of the size of an : This makes direct communication
with all strata of personnel difficult. Application of the different
systems of communication is made very hard.

(i) A “weak link” in the process of communication: Any fault,
weakness or deficiency in any of the phases of the process of
communication will cause a barrier (block, hump) in
communication. (See in our answer to No. 2 of the Tutor-Marked
Assignment — TMA - the details of the attributes of the
components of the process of communication).

(iv)  Dissonance or conflict between the sender and the receiver: This
factor summarizes many causes of communication barriers:
hatred, jealousy, malice, ill-will, suspicion. Resentment — any
kind of negative feeling between sender and receiver — can cause
a message to be misunderstood or misconstrued.

Causes of communication barriers are many; so, we need to be careful to
“leave no stone unturned” in ensuring that we so code our
communication that it is impossible to be misunderstood — one of the
qualities of effective communication which we identified in Unit 1 of
this Module One. As receivers, we should also make every effort to
decode messages correctly.

SELF ASSESSMENT EXERCISE

() Name the components of the process of communication.

(i) Explain the importance of feedback in the process of
communication.

(i) Write “Channel” or “Medium” as appropriate in front of each of
the following statements to explain what the word/expressions in
Italics denote:-

(@)  Jide spoke to Ngozi about the match: ..........................

(b)  The M.D. pasted a memo on the wall: .

(c)  Dauda frowned to show his dlsapproval .

(d) The general salaries increments were broadcast on radlo:

(e) His mode of dress spoke volumes about his character:
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4.0 CONCLUSION

The conclusion to the points which we have made in this Unit is
evidently that, for one to communicate effectively in either the oral or
written mode, one must understand the process through which
communication passes. Similarly, one must be able to recognize and
apply at least some, if not all, of the facilities which make up
communication (information) technology.

5.0 SUMMARY

In this unit, we have discussed the concept of the “Process of
Communication”. The “process” is a sort of analysis or x-ray of the
abstract event of the conducting of a piece of communication. It consists
of a sender (communicator), a message, a medium, a channel, a receiver,
and the feedback. In other words, when a piece of communication is to
take place, a person (communicator) conceives his message (a piece of
information to convey to another person or other people); he/she
chooses a medium by which to convey the information, then selects a
channel through which to research the prospective receiver of his piece
of information (communicant), who then sends a feedback (a reaction to
the message which tells the sender that the message has reached its
target). All of these components must function efficiently in order for
the piece of communication to be effective.

We have also, in this our overview module on business communication,
described communication (information) technology in some detail,
identifying briefly describing and/or explaining the functions of the
facilities which constitute communication technology: the facsimile
(fax) machine; the electric and electronic typewriter; the telephone in its
different types; the photocopier and the computer. We said that the
computer is now central to the information technology complex and that
it therefore plays a focal role in the networking of all or some of the
facilities into a centralized or integrated communication system. We
have pointed out that the computer is providing the facilitation for such
current practices and future prospects in communication technology as
the e-mail, the website, the Internet, teleconferencing, networking and
voice input. We also summarized the barriers to communication.

ANSWER TO SELF ASSESSMENT EXERCISE

Question 1: See Section 3.2.
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Question 2: See, also, Section 3.2. It is only when a communicant
(receiver of a piece of communication) gives a feedback (response) to
the communicator (the sender) that the sender will know (i) whether the
communicant has received the message; (ii) whether he/she understood
it, and (iii) what he/she will do about the message — accept it, reject it,
take some practical action, etc. So, feedback is very important for the
completeness and effectiveness of a piece of communication.

Question 3:

(a) Medium. (b) Channel. (c) Medium. (d) Channel. (e) Medium.

6.0 TUTOR-MARKED ASSIGNMENT

1. Draw a diagram to show the components of the process of
communication in a chart and briefly explain the components.

2. What is the value of the process of communication to a
communicator?

3. List and briefly explain the functions of the facilities which make
up the modern business office.

4. Give the meaning and describe the role and status of the

computer in modern business communication.
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MODULE 2 BUSINESS CORRESPONDENCE AND
ORAL COMMUNICATION

Unit 1 The Business Letter: General Features (I)

Unit 2 The Business Letter: General Features (I1)

Unit 3 Kinds of Business Letters

Unit 4 Other Forms of Business Correspondence and
Communication

Unit 5 Routine Business Office Interactions and Public Speaking

UNIT1 THE BUSINESS LETTER: GENERAL
FEATURES (1)

CONTENTS

1.0  Introduction

2.0  Objectives

3.0 Main Content

3.1  The Format (or Structure) and Component Parts of a Letter
3.1.1 Letter-heads
3.1.2 Format
3.1.3 “Flushing” of Constituent Parts
3.1.4 Partially Blocked Formats
3.1.5 The Traditional Letter Format
3.1.6 The Different Formats Compared
3.1.7 Indentation in Letters
3.1.8 The Date
3.1.9 The Salutation (or Greeting)
3.1.10 The Heading of the Letter
3.1.11 The Conclusion (or Subscription)
3.1.12 The Name, Signature and Designation
3.1.13 The Direction of the Letter
3.2 The Content (or Body) of the Letter

4.0  Conclusion

5.0 Summary

6.0  Tutor-Marked Assignment

7.0  References/Further Reading

1.0 INTRODUCTION

In this Unit 1 of Module Two (“The Business Letter: General Features
(", we are dealing with the physical appearance (the practical
presentation or format of the letter). This refers to the features which
every business letter (indeed, every formal letter) usually has or should
have. Obviously, however aptly the content of a letter may be
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conceived and expressed, if its physical presentation is unwieldy,
unpleasant or unappealing (perhaps because it is missing certain
necessary parts, has essential components placed in incorrect places or is
poorly typed), its reception at its destination will not be very good and,
so, its purpose may not be achieved. Also, such an ungainly
presentation of a letter will give an unfavourable impression about
ourselves as writers to our correspondents (the people to whom we have
written). This is why it is important that we master the formatting of
letters.

You will need about three hours for studying the unit. Be sure to
understand every point made in it carefully by, besides other personal
exercises, doing the Self-assessment Exercise diligently. You must also
answer the Tutor-marked Assessment Questions with care and send your
answers as directed to the university for evaluation. Have a pleasant
time studying the unit.

2.0 OBJECTIVES

At the end of this unit, you should be able to:-

. name, describe and explain the uses of the different parts of a
business letter

o design a modern format of the business letter

o explain and illustrate what courtesy in letters means.

3.0 MAIN CONTENT

3.1 The Format (or Structure) and Component Parts of a
Letter

Perhaps the best way to start discussing the letter proper is to cite an
actual letter.
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APEX TEXTILE MILLS LIMITED
25 COMMERCIAL ROAD
APAPA, LAGOS

June 9, 2004
Our Ref: ATM/4/6

The Sales Manager,
Cotton Industries Limited,
10 Audu Street,
Sabon-Gari,

Kano.

YourRef: ..o,
Dear Sir,

We have seen your advertisement of your “Superbo” cotton yarn in the
Daily Star of yesterday, 8" June, 2004. We are very much interested in
the qualities of durability, brightness and resistance to stain which you
claim for the product. We shall appreciate it, therefore, if you will send
us for inspection a sample of the yarn and, if possible, also a sample of
cloth woven with the yarn.

If we are satisfied with the material, we shall very quickly place a solid
initial order for one thousand bales and we shall be requiring about the
same quantity per month for the next one year. As you can see, our
requirements are very considerable and, so, we are requesting that,
rather than the 10% discount which, according to your advertisement,
you grant on cash orders, you grant us 12%:%.

We look forward to hearing from you soon and very much hope that an
exciting and mutually beneficial business relationship will soon become
established between us.

Yours truly,
Olu Makinde
PRODUCTION MANAGER
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Direction of the Letter:

The Sales Manager,
Cotton Industries Ltd.,
10, Audu Street,
Sabon-Gari

KANO.

Notes on the Letter
3.1.1 Letter-heads

Our specimen letter is written on a letter-head (or letter-headed
stationery or on letter-headed paper). Most firms and other
organisations now have letter-heads or letter-headed paper. It has
become perhaps a matter both of enhancing the prestige and raising the
status of an organisation, as well as, to some extent, of giving
authenticity to documents supposed to be emanating from the
organisation.

In our specimen, the only punctuation marks in the letter-head are the
commas after 25 and Apapa. In most letter-heads, even the comma after
25 would not be inserted. So, one finds that punctuations are generally
disappearing in letter-heads except, perhaps, after the abbreviations, Ltd.
and Co. Even these are also often left out.

However, a lot of judgement is required in making a choice about
punctuation in a letter-head. Often, a letter-head is designed, especially
for large organisations, by an artist whose language sensitivity might not
be very profound. For example, if the letter-head in our specimen letter
had been written continuously, instead of on separate lines (see below),
punctuations would certainly have been necessary.

APEX TEXTILE MILLS LIMITED, 25, COMMERCIAL ROAD, APAPA,
LAGOS.

So, a great deal of linguistic and aesthetic insight is required in deciding
whether or not, and where, to have punctuations in a letter-head. With
punctuations, one may be unfashionable, but hardly ever wrong, in
terms of language use and avoidance of confusion.

3.1.2 Format

What we have in our specimen letter is what is called a fully blocked
format, structure or arrangement. This is to say that, with the exception
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of a letter-head (which is in the centre of the paper), all constituent parts
of the letter (the two references, the address of the correspondent, the
salutation, the title or heading of the letter, the paragraphs and the
conclusion) begin from the left margin. When the address of the writer
of a letter is not in the letter-head, it also begins from the left margin as
in the following re-arrangement of the letter-head and writer’s address in
our specimen letter.

APEX TEXTILE MILLS LIMITED
25, Commercial Road,
Apapa,
Lagos.

(Followed by all the other elements, all beginning from the left margin).

Perhaps we should point out that, in some letter-heads, even the letter-
head itself begins from the left margin. However, such an arrangement
emerges from the somewhat unique tastes of some organisations.

3.1.3 “Flushing” of Constituent Parts

As already said, blocking means beginning all constituent parts of the
letter from the left margin. Now, a feature of full blocking is to use
what is called the flush arrangement in all those constituent parts, i.e.,
beginning all lines in any one component part at an imaginary straight
line along the left margin from the first line of the part in question to the
last line. This is most evident in the two addresses, i.e., that of the
writer (where it is written separately, as indicated earlier, from the letter-
head) and that of the correspondent (the person or organisation to
whom/which the letter is being written) and in the paragraphs. Thus,
apart from flushing all constituent parts of the letter (to repeat, the
address of the writer where it is not part of the letter-head, the date, the
writer’s reference, and the correspondent’s address and reference), the
different lines in any of the constituent parts having more than one line
(notably the two addresses) are also begun from the margin.

In flushing, different paragraphs are indicated by having between
paragraphs a space which is double in width of the space being used
between lines in individual paragraphs. So, where (as is the common
practice in the typing of letters) single spacing is being used, a double
space is placed between paragraphs, and where, for any special reason, a
double space is being used between lines in an individual paragraph,
four spaces are left between separate paragraphs. This means that,
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where blocking and flushing are used in long pieces of writing, such as
essays and reports (which are usually typed double-space), four spaces
must be used between separate paragraphs.

Merits and Limitations of Blocking and Flushing

Perhaps the strongest recommendation of these practices is that they are
modern and, therefore, fashionable. They appear to be a peculiar
outcome of the computer technology of contemporary times. It is also
claimed that they are easier for the typist to manipulate than the
traditional practices. Personally, I do not see blocking and flushed
paragraphing as having any advantage over traditional indentation.
With blocking, there is obvious waste of paper as a great deal of the top
right part of the paper is left blank, and there is an obvious loss in the
aesthetic beauty of the balance in the traditional arrangement of the
letter.

Worst of all, regarding blocking and flushing, is that many typists still
cannot use flushed paragraphing accurately. When the last line of a
paragraph is not completely used up, many typists count such a line as
part of the double paragraph space required, then proceed to leave only
one more line and thus end up leaving no paragraph space at all. The
outcome is complete confusion about the ends of paragraphs, a fault
which portrays the writer as inept in perceptive use of paragraphs.
Reading typeset work of students, | find myself constantly asking them:
“Is this a new paragraph (with an arrow pointing to a line)?”
Concerning the choice which one should make between the blocked and
flushed format and the traditional format, more is said below.

3.1.4 Partially Blocked Formats

This arrangement usually means that, where the address of the writer is
not part of the letter-head, that address and the date are written in the top
right corner of the paper below the letter-head. Where the address of the
writer is part of the letter-head, only the date is written in the top right
corner of the paper below the letter-head. Examples:

APEX TEXTILE MILLS LIMITED
25, COMMERCIAL ROAD
APAPA, LAGOS.

June 9, 2004.
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APEX TEXTILE MILLS LIMITED

25, Commercial Road,
Apapa,
Lagos.

June 9, 2004.

3.1.5 The Traditional Letter Format

We produce here below our specimen letter in the traditional format.
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APEX TEXTILE MILLS LIMITED

25, Commercial Road,
Apapa,
Lagos.

June 9, 2004.
Our Ref.: ATM/4/6.

The Sales Manager,
Cotton Industries Limited,
10, Audu Street,
Sabon-Gari,

Kano.

YourRef.: oo,
Dear Sir,
ENQUIRY ABOUT YOUR “SUPERBO” COTTON YARN

We have seen your advertisement of your “Superbo” cotton yarn in the Daily
Star of yesterday, 8" June, 2004. We are very much interested in the qualities of
durability, brightness and resistance to stain which you claim for the product. We
shall appreciate it, therefore, if you will send us for inspection a sample of the yarn
and, if possible, also a sample of cloth woven with the yarn.

If we are satisfied with the material, we shall very quickly place a solid initial
order for one thousand bales and we shall be requiring about the same quantity per
month for the next one year. As you can see, our requirements are very considerable
and, so, we are requesting that, rather than the 10% discount which, according to your
advertisement, you grant on cash orders, you grant us 12%2%.

We look forward to hearing from you soon and very much hope that an
exciting and mutually beneficial business relationship will soon become established
between us.

Yours truly,

Olu Makinde
PRODUCTION MANAGER
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Direction of the Letter
This is the same as for the earlier blocked letter.

3.1.5.1 Notice the Following Points about this Traditional
Format

1. It also has a letter-head, a feature that is now very popular with
companies and other organisations. If it didn’t have, the name of
the company would have been written in the top right-hand
corner along with the address and the date.

2. As just mentioned, the address of the writer and the date are in
the right-hand corner of the letter. Notice that the date is
separated from the address with a double space.

3. “Our Ref” (our reference), the correspondent (the person or

organisation to whom/which the letter is being sent), “Your Ref”

(reference of the correspondent) and the salutation, all begin

from the left margin.

The heading is in the centre of the letter.

The content has traditional paragraphing, i.e., paragraphs are

shown by indentation.

6. The conclusion, the writer’s name and designation are in the
bottom right-hand corner of the letter, a sufficient space being left
for the writer’s signature.

ok

A simple way to describe this format is to say that it is not blocked,
contrasting with the modern format in Section 3.1.

3.1.6 The Different Formats Compared

Evidently, the traditional letter format is losing popularity. So, all one
can say is that typists and secretaries should learn well how to use the
blocked and flushed format competently. Of course, persons who draft
letters should equally understand the system since, unless the superior
officer cares about the lay-out of his writing, he will receive shoddy
final copies from his assistants.

To some people, the fully blocked letter (especially when the writer’s
address is also written against the left margin) must look somewhat
ungainly. | believe that it is to counter this inelegance in lay-out that the
partially blocked arrangement is often adopted, indeed by many
organisations, particularly public organisations. So, you should feel no
embarrassment about using the partially blocked format if it appeals to
you. As a point of fact, the blocked format has not really received
universal acceptance; so, no undue scruples need be entertained if you
prefer the pure traditional structure. Particularly in hand-written letters,
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| actually recommend use of the traditional format. This is because the
matter of double spaces between paragraphs in the blocked structure is a
mechanical issue and is, therefore, difficult to accomplish in manual
writing.  Ordinarily, applications for employment (which are often
required to be written in hand) should be written on plain (unruled)
paper. On paper of this kind, it is very difficult to meet the requirements
of blocking and flushing. Similarly, the excessive space required in
manual writing for accommodating, in blocked formats, the top
constituent parts of the letter gives the letter a really awkward and
unattractive appearance.

Therefore, no unnecessary worry or sense of lack of currency should be
entertained if one candidly feels that the right format to use is the
traditional one. The way in which a format emerges in a firm is that
either the firm makes its own deliberate choice of a format or that typists
and secretaries (through attending courses and observing styles
elsewhere and in letters arriving at their offices) introduce and
consolidate a system and impose the system on somewhat indifferent
superior officials. Again, where letters are dictated by Dictaphone or
orally, the whole responsibility for formatting falls on the secretary. By
and large, then, format, except in personal letters may become in any
firm a matter of an official style (what might be called a house style)
with which all concerned must abide.

3.1.7 Indentation in Letters

This is the slanting to the right of the different lines in the address of the
writer where the address is not part of the letter-head or where the letter
IS being written on stationery without a letter-head. It is illustrated
below.
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APEX TEXTILE MILLS LIMITED

25, Commercial Road,
Apapa,
Lagos.

June 9, 2004.
The Sales Manager,
Cotton Industries Limited,
10, Audu Street,
Sabon-Gari,
Kano.

Dear Sir,

Where stationery without a letter-head is used, the address would appear
as follows:

Apex Textile Mills Limited
25, Commercial Road,
Apapa,
Lagos.

Indenting in letters has quite clearly become an outmoded practice that
has gone completely out of use. It was associated with the traditional
format. Indeed, it can be regarded as an early feature of the traditional
format of letters. It was in vogue in this writer’s time in school some 21
to 25 years ago. McCrimmon (1963:369) mentions that indentation
could be used in block formats. This would be a matter of giving
paragraphs the most emphatic, most distinct differentiation, but I must
confess that | have never seen this arrangement. Blocking is clearly a
recent practice, particularly in our part of the world, and indentation had
quite completely disappeared before blocking set in. So, it should be
completely avoided whether one is using the blocked or the traditional
format. Other outmoded practices in letters will be pointed out when we
discuss the elements to which they are related.

To conclude the discussion of formats, let us make a few more
observations about letter-heads and addresses.
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(1)  As already pointed out, the word Limited, may be written in full
or may be abbreviated as Ltd, with the dot (Ltd.) or without it
(Ltd), this latter practice being permitted because the full word
ends with a /d/.

(i)  Instead of Limited, Americans generally use Inc. (Incorporated),
the abbreviated form of which should ordinarily take a dot since
the full word does not end with a /c/. However, it is to be noted
that, as part of the general contemporary tendency to down-play
punctuations, especially in American English, Inc does come
often without the dot.

(i) Co. (for Company) generally takes a dot since the full word does
not end with an /o/.

(iv)  Perhaps we should use this opportunity also of pointing out that,
instead of Chairman, Americans often use the term, President.

(v)  We noted that punctuations are now hardly used in letter-heads
except, perhaps, a dot after the abbreviations, Co. and Ltd. Also,
punctuations are disappearing from type-written addresses (and,
incidentally, also from dates, the general presentation of which
we shall discuss below) although this practice (omission of
punctuations from typewritten addresses) is yet to receive general
acceptance. (Notice the full punctuation in all the specimens
given). In a matter like this, one does what one feels comfortable
with but understands what has happened when others do a
different thing.

SELF ASSESSMENT EXERCISE

1(a) Write out the format of a standard business letter to show the
positioning of its different elements.

(b)  Comment incisively on the use (purpose, position, and lettering)
of letter-heads by firms.

4.0 CONCLUSION

In this Unit, we have described in part the format of the modern business
letter, i.e., its physical display and the component parts of the letter. It is
important for all communicators to understand and master the
application of these components because they make a crucial
contribution to the success of a business letter.

50 SUMMARY
The unit has tried to carry out a discussion in part of the business letter,

highlighting choice and design of its format and its constituent parts. In
format, as you must have noted, currency is important, but you should
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bear in mind that competent use of a traditional format is preferable to a
sloppy outcome of a fumbling attempt to use a modern format.

ANSWER TO SELF ASSESSMENT EXERCISE
Question 1: (a) The format in Section 3.1 without the content provides

an adequate answer.
(b) Section 3.1.1 provides the answer.

6.0 TUTOR-MARKED ASSIGNMENT

1. Describe the differences between the formatting of the traditional
and modern business letter.
2. Discuss as incisively as you can (i) flushing in letters; (ii)

indentation in letters.
7.0 REFERENCES/FURTHER READING

Ogbulogo, Charles (2000). Business Communication in Practice.
Lagos: Sam Iroanusi Publications (Chapter 10).

Okenimkpe, M. N. (2004). Practical Communication for Business and

Study, Vol. I. Theory, Principles and Methods. Lagos:
Management Science Publishing Ltd. (Chapter Nine).
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UNIT2  THE BUSINESS LETTER: GENERAL
FEATURES (I1)

CONTENTS

1.0  Introduction
2.0  Objectives
3.0 Main Content
3.1 The Date
3.2 The Salutation (or Greeting)
3.3  The Heading of the Letter
3.4  The Conclusion (or Subscription)
3.5  The Name, Signature and Designation (of the writer)
3.6  The Direction of the Letter
3.7  The Content (or Body) of the Letter
4.0  Conclusion
5.0 Summary
6.0  Tutor-marked Assignmment
7.0  References/Further Reading

1.0 INTRODUCTION

This Unit 2 of Module Two forms an integrated whole with Unit 1.
Both are dealing with the general features of business letters. It is
essentially because the topic is too large to discuss in one unit that we
have formed two units to accommodate it. | am sure you will agree that
the topic of the general features of business letters is very important.
We shall give a lot of attention to the formulation and expression of the
contents of business letters later in this unit. Evidently, if the general
features are poorly presented, the contents, however well-written, cannot
have a chance of being suitably received and of producing the required
impact. That the two units and Unit 3, making three units altogether are
being devoted to the business letter shows that the business letter is very
important among the instruments of communication in a business set-up.

You will need about three hours for studying the unit. Be sure to follow
every point made in it carefully and to attempt the Self Assessment
Exercise carefully. Also, you must endeavour to answer the Tutor-
marked Assessment Questions (TMAQSs) diligently and send your
answers to the university for your tutor’s evaluation. It is my earnest
hope that you will find the unit interesting.

78



ENG316 COMMUNICATION FOR BUSINESS

2.0 OBJECTIVES
At the end of this unit, you should be able to:

. explain how the following features of the business letter are
written: the date; the salutation (or greeting); the heading; the
conclusion (or subscription); the name, signature and designation
of the writer, and the direction of the letter

o explain and exemplify the language requirements for appropriate
wording of letters
o explain and exemplify the requirements for achieving courtesy in

business letters.
3.0 MAIN CONTENT

Taking our sample letter in Unit 1 of this module as our reference
material, we simply continue with the comments on the features of the
letter which we started in that Unit 1.

3.1 The Date

The first thing to notice about the date is the sequencing of its elements
(June 9, 2004), i.e., month, day of the month and year. This is a style
which originated in the USA but has now practically spread throughout
the world and come universally into vogue. However, | must confess
myself that | can see no advantage which this style has over the older
style (which, in our case, would be 9 June, 2004), i.e., sequenced day of
month, month and year. For me and, | imagine, for many people who
have the power of judgement, the new style has only vogue appeal.
Indeed, it has become the computer style which, of course, computer
typists can alter if they wish to do so. It should already be appreciated
that the punctuation in the new style of writing the date (i.e., the comma
after the month) is absolutely necessary in order to separate the figure or
figures of the day from those of the year, i.e., to ensure that the two sets
of figures do not merge or flow into each other. In an age in which
punctuation is becoming increasingly de-emphasised (especially, in fact,
in American writing) and in which many people, either out of ignorance,
negligence or carelessness, omit necessary punctuation, it is difficult to
see what advantage the style, June 9, 2004, can have over 9 June, 2004.
So, one should feel at liberty to choose the style which satisfies one’s
taste and judgement.

In the body of the letter, Americans, following their practice which we
have just been discussing, can mention dates in the style, 6.9.2004 (or
6/9/2004 or 06.09.2004 or 06/09/2004), meaning June 9, 2004, i.e., as
already noted, writing the elements in the order of the month, the day of
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the month and the year. Perhaps in this style is most apparent the
weakness attaching to this style of writing the date. When the day is
anywhere from one to twelve, it is easy to take that day as the month (as
in our example) and only confusion can result unless one is solidly
grounded in the tradition in which the style is used. | believe that it is to
avoid this perplexity that it is more common to write the date in the
body of a letter in the style, 9.6.2004 (or 9/6/2004 or 09.06.2004 or
09/06/2004), i.e., the day of the month, the month and the year, or 9"
June, 2004. As a point of fact, in formal or official letters, which are our
concern here, the last style (9" June, 2004) is what | strongly
recommend. The forms inst. (instant for this month) ult. (ultimo for last
month) and prox. (proximo for next month) were used in the past for
referring to dates in the body of a letter, but they have now become
largely old-fashioned. We are presently going to comment on the use of
the notation, th, in that date.

It is to be noted that the notations (1%., 2"., 3. and 4™) have
completely disappeared from the main date of a letter. That is why we
have been writing 9 June, 2004. Indeed, first to disappear was the
hanging of the notation on the figure, i.e., writing it above the line on
which the figure is written, such as 1%, 2" 3 4" It is extremely
strange that computers have not only brought back the attaching of the
notations to dates, but actually hang them on the figures. Typists can, of
course, completely remove the notation, but it sometimes requires
persistent insisting by a superior officer before a habit of removing the
notation can become established. On the contrary, the notation should
be used in the body of the letter (such as in our example, 9". June,
2004). This is presumably because it is assumed that a date in the body
of the letter is read silently or aloud (as the situation demands) along
with the rest of the contents of the letter.

3.2  The Salutation (or Greeting)

The first point to make about the salutation (Dear ...) is that it is started
at the margin and marked off with a comma. Gentlemen (which we
have included below in our first category of salutations) is often used by
Americans instead of Dear Sirs (which they, however, sometimes use
also). After Gentlemen or Dear Sirs, they often use a colon (:) rather
than a comma. It is wrong to start the salutation, as many people do, at
some point away from the margin (see our specimen letter). Perhaps a
point of incidental interest is to point out that the use of a capital or a
small letter in beginning the word that comes after Dear is determined
by conventional grammatical rules. Thus, Sir, is usually started with a
capital letter (although it is not uncommon to see it started with a small
letter) because, as a word, it is ordinarily usually started with a capital
letter. ( | have constantly seen it started with a small letter; Dear sir, but
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as a word of address — a noun in the dative case — | think that it is
inappropriate to do that). Where, for example, Dear is followed by a
title and somebody’s name, both the title and the name are written with
initial capital letters because that is the ordinary grammatical practice,
e.g., Dear Mr. Jibunor. As a point of illustration, we might just mention
(though that is outside the area of our focus here) that where the word
following Dear is sister, brother, or a similar word, it is started with a
small letter: Dear brother, etc. Obeying the same grammatical rule,
when the salutation begins with another word, such as My, that initial
word starts with a capital letter, while dear itself now starts with a small
letter, e.g., My dear Mr. Nwuzu.

However, the point of the greatest importance regarding the salutation is
to note the great variety of expressions which are used in it. The
following is a comprehensive list of expressions roughly arranged in
order of decreasing formality, i.e., as one goes down the list of the
salutations, the situations in which one uses the salutations become less
and less formal. One makes a choice of a salutation on the basis of
one’s perception of the degree of formality which rules one’s
relationship with one’s correspondent.

1. Sir; Sirs; Reverend Sir; Madam; Gentlemen (Americans);
Mesdames.

2. Dear Sir; Dear Sirs; Reverend and dear Sir; Dear Madam; Dear
Mesdames.

3. My dear Sir; My dear Sirs; Reverend and my dear Sir; My dear
Madam; My dear Mesdames.

4, Dear Mr. )
Mrs.)
Miss)  Ojo,
Ms )
Etc. )

5. My dear Mr. )

Mrs. )

Miss) Ojo,

Ms )

Etc. )
6. Your Honour; Your Grace; Your Excellency, etc.
Notes

() Obviously, the greetings in (1) are the most formal. They are curt
and dry and concede no familiarity at all. They are to be
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expected in the letters of lawyers writing to their colleagues or
their clients” opponents on some point of litigation. Gentlemen is
popular in the USA and Mesdames is the plural of Madam.

(i) My in salutations conveys affection. So, it is ordinarily used by a
person who perceives himself/herself as being superior in some
sense (age, rank, position, etc.) to his correspondent, such as a
retired notable Permanent Secretary writing to (or replying to a
letter from) an incumbent Permanent Secretary on some point
concerning payment of the former’s pension.

(i) The greetings in (iv) and (v) remain formal or official, but they
are used either to express a familiarity which already exists
between the correspondents, or is being claimed or conceded by
the writer or a familiarity which the writer, for a good reason,
wants to establish with the correspondent.

(iv) The greetings in (vi) are essentially ceremonial, used for
example, when inviting a Governor to come and commission a
project, a Bishop to dedicate a church, a Head of State to attend a
banquet, etc.

(v)  The title, Messrs. (for Messiurs), which may appear in the
address of a correspondent (Messrs. Akerele and Okoye,
Solicitors, followed by the address) or in the salutation (Dear
Messrs. Akerele and Okoye) is appropriate only for addressing
partnerships, i.e., partnership firms or organisations, the names of
which are in family names, e.g. (as we have just seen), Messrs.
Akerele and Okoye, Solicitors. It is inappropriate to use it for
limited companies, especially when the company is not registered
in family names.

(vi) A very important point that must be made is that the usual
greeting in an official letter is Dear Sir (or Dear Madam). One
cannot go wrong with these. So, unless one is really certain of
the use of the other greetings, one should stick to this standard
one.

We have already noted that, while in the blocked format of the letter, the
heading begins from the margin, in the traditional format, it is written,
like all other elements, in the middle. Another point to note about the
heading is that, while it is almost always to be found in public service
letters, it is quite often left out in private sector letters. It is good
practice to use it always. It encapsulates, like all headings and sub-
headings in continuous writing, the subject of a piece of writing, thus
helping to focus attention on the subject and to make it easier to
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remember. What it requires is some sort of pleasant and emphatic
presentation. Thus, in hand-written drafts, it is written entirely in capital
letters and underlined. In ordinary typewriting, it is also typed entirely
in capital letters and underlined, while, in computer typesetting, it is
produced in some degree of boldface printing and either also completely
typed in capital letters or at least has the principal words started with
capital letters. Some authors recommend that even computer boldface
headings (even when they are written completely in capitals) be also
underlined. 1 think that this is unnecessary because it contravenes the
rule of boldface typesetting in other forms of continuous writing. A
writer who understands the function of the heading will always seek a
way of ensuring that it plays that role effectively.

3.4  The Conclusion (or Subscription)

This is the part of the letter which reads Yours ... The word chosen after
Yours is matched with the salutation used. Thus, faithfully and all the
salutations in numbers (i) to (iii) in our earlier list (i.e., Sir, etc., Dear
Sir, etc., and My dear Sir, etc.) go together and, so, faithfully is the
standard form in the civil service. It is also appropriate in the private
sector but truly is also very often used, written Yours truly or Truly
yours, the latter being the preferred expression in the USA. It should be
noted that, while the first of the two words is started with a capital letter,
the second is started with a small letter.

Occasionally, especially in America, the sentence: | am or We are
appears either at the end of the last sentence or in a separate paragraph,
in both cases marked off with a comma, before the conclusion proper. If
it is to be used at all, |1 personally prefer it as a separate paragraph.
Indeed, sometimes, it comes as a part of the conclusion, e.g.:

| am,

Yours faithfully,

Olu Makinde
PRODUCTION MANAGER.

It will have been noted in our specimen letter that in the blocked format,
the conclusion is one of those parts of the letter which are placed against
the left margin. In the traditional format, the conclusion is written in the
extreme right-hand end corner of the letter. It is written from an
imaginary straight line running from the beginnings of the lines of the
writer’s address and/or the date (see our specimen traditional format).
Also, in the traditional format, the conclusion was one of those elements
in which the lines were slanted. That practice too has become obsolete
and has disappeared completely.

83



ENG316 COMMUNICATION FOR BUSINESS

3.5 The Name, Signature and Designation (of the Writer)

In the blocked format, the name and designation of the writer are written
from the left margin, the designation often entirely in capital letters
although it is quite correct to start only the principal words in the
designation with capital letters: Production Manager or Chief of
Personnel Management. In the traditional format, both elements are
written from the same starting point as the conclusion. Sometimes, one
finds expressions of the following kind immediately below the last line
of the conclusion and before the name of the writer of the letter:

FOR AND ON BEHALF OF APEX TEXTILE MILLS LIMITED

Again, in the blocked format, this is started from the left margin, while,
in the traditional format, it is started from the same starting point as the
line of the conclusion even if the statement has to take more than one
line. In reality, however, the expression is utterly unnecessary and may
be omitted without any loss to the strength of the letter. This is provided
that it is not part of the house style of a firm.

With regard to the signature, people have different unique habits
concerning the inserting of the signature in the space provided for it.
Sometimes, these peculiarities (which are related to the signature’s
distance from the margin, its exact location in the space provided, and
similar features) may, in certain circumstances, be taken into account in
verifying the authenticity of a signature. So, one cannot lay down any
particular rules with regard to the locating of a signature in the space
provided for it in a letter. Personal habits and preferences prevail here,
but consistency should be maintained.

3.6  The Direction of the Letter

This refers to the addressing of the envelope. The practice here should
be self-evident. It is exactly the same as the designation and address of
the correspondent in the letter. For a fuller exemplification of the
variety in which both features could appear, here is a short list:

Mr. or Mrs. or Miss or Ms, etc.

The Rev. Mr. (Dr., etc) T.Y. Ojo, O.F.R., etc.
The Rt. Hon.

The Hon.

T.Y.Ojo Esq., Ph.D., etc.

The Manager,
The Director,
The General Manager,
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Etc.
His Excellency the Governor of Oyo State, etc.

Perhaps it is the use of titles after the name which one should be careful
of. One could not, for example, write:

Dr. T. Y. Ojo, Ph.D.
Or
Professor T. Y. Ojo, Professor of Physics,

both of which would amount to unnecessary repetitions, suggesting
obsequiousness.

3.7 The Content (or Body) of the Letter

Regarding form, we have already seen that, in blocked layouts,
paragraphs are separated with spaces which are double of the width of
the space being ordinarily placed between lines in the whole letter. On
the other hand, in traditional layouts, paragraphs are marked by
indentation of the first line of each paragraph, i.e., a starting of the line a
few typing paces from the marginal starting points of the other lines.
(Readers may recapitulate the principles of paragraphing learnt in other
courses).

Concerning content, the need here is to state what the letter intends to
state with succinct precision, requisite conciseness and adequate
courtesy. Precision (or clarity), as noted in Unit 1 of Module One, is
essentially a function of mastery of language (choice of words and
concepts and structuring of sentences). There is simply no way in which
a person whose language is feeble can achieve precision in
communication, whether oral or written. Such a person mumbles,
fumbles, prevaricates and wobbles in circumlocution and rigmarole,
leaving his readers and those listening to him in utter confusion.
Conciseness is also a language function because it is only a right choice
of words that can bring about the right length of a statement, and no
more and no less. So, it may be said that achievement of precision and
conciseness in letters (and in other forms of communication) requires
thorough training in language use.

However, conciseness is also affected by a person’s general attitudes to
communication (and, perhaps, to other affairs of life). Some people,
from a long period of indulging in a bad habit of prevaricating in any
issue in which they are involved, ultimately can no longer go straight to
a point in any matter. Some people appear to enjoy befuddling their
audience into a maze of dizzying and obfuscating obtuseness just for the
purpose of both making the issue at hand look more important than it
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really is and of making their own importance greater than it really is.
With this kind of disposition, only verbosity (excessive length) can
result in a letter.

Similarly, courtesy or politeness in letters (as well as in other forms of
communication) is a function both of knowledge of language and of
personality attitudes, disposition and tendencies. Choice of certain
words and a certain manner of putting the words together in sentences
will bring about politeness. However, the very thought and
consciousness of building politeness into a letter is itself an outcome of
basic personality disposition. Some people are, by nature, arrogant,
peevish, haughty, overbearing, curt, self-elated, domineering and so on
or obsequious, sycophantic, cowering, diffident and given to
exaggerated deference. Again, the extent to which these tendencies or
characteristics are tolerated or abhorred in a society is culture-related,
i.e., it is determined by whether or not the ways of relating socially
among the people in a society accept, appreciate, encourage, esteem,
expect or frown on those acts. So, the need is to understand the culture
of one’s society and measure one’s personal tendencies against the
values of that culture. However, it must always be firmly borne in mind
that, within the context of any particular culture, sycophancy is as
offensive and/or upsetting as discourtesy.

As it is impossible to conjecture the contents and contexts of all official
letters, perhaps only the following general hints on certain general
expressions frequently used in letters can be given here on polite
wording of letters:

(@)  Introductory Statements

e | have pleasure in informing you ...
e | have the pleasure to inform you ...
e Ishall  (be grateful )
(be obliged )
(appreciate it )
(esteem it a great favour )
if you will (have the goodness)
(have the kindness)
(be good enough )
(be kind enough )
to ...

Perhaps the only point in these expressions requiring comment is the use
of shall and will. The rule that guides usage here is what is called
predictive futurity, i.e., the rule that requires that, in stating what is
expected to happen as a matter of routine in future, that is, happen
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without anyone exercising any will or effort to bring that event about,
shall is used with the First Person Pronoun (singular and plural, i.e., |
and we), while will is used with the Second and Third Person Pronouns
(singular and plural, i.e., you — same for singular and plural — he, she, it
and they). So, we commonly say:

| shall come to the meeting.

We shall come to the meeting.

You (both singular and plural) will come to the meeting.

He will come to the meeting.

She will come to the meeting.

It (if possible) will come to the meeting. Better: It (the dog) will
eat the meat.

o They will come to the meeting.

o They (the dogs) will eat the meat.

It is common to see people write erroneously: | should be grateful if you
..., placing in this blank space one of the words, should, would, will or
shall. This is perhaps in compliance with oral usage among native
speakers of English. However, in my view, this is really not very
correct in grammar. | should means I ought to, which is incorrect in the
context. Would in the blank space (i.e., | would be grateful if you would
...) becomes correct when, as in this example, would has first been used
with 1. However, the only context in which this usage is correct is when
the service sought is deemed by the writer to be a great favour to which
the writer has no real claim and of which he is, therefore, not certain, for
example:

I would be grateful if you would send the merchandise by air.

The obvious implication here is that goods are normally sent by other
(probably slower and less expensive) routes than by air. Therefore, the
request for the merchandise to be sent this time by air is a special favour
to which the writer cannot lay any real claim by the terms of his
contractual agreement with his correspondent and the granting of which,
therefore, he cannot be certain. The usage here is said to be more
deferential than ordinarily necessary. It is like when a boss says to a
secretary:

We would appreciate more coffee.
OR

We would appreciate it if you would send us more coffee.
OR

Could you send us more coffee, please?
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In all these, the past tense portrays greater politeness. The grammatical
rule being applied is that of Reported Speech in which both shall and
will, used with the First Person Pronoun (singular and plural) change to
would.

Kanuro said, “I shall come tomorrow”.

Kanuro said that he would come the next day.

Baba said, “We will leave no stone unturned” (Subjective
Volition).

Baba said that they would leave no stone unturned.

The reason why shall does not ordinarily change to its normal past tense,
should, in Reported Speech is that should conveys a higher denotation of
obligation — approaching that of must — than shall does in the present
tense. Sometimes, should carries the meaning of urging oneself or other

people to carry out a certain action.

| ~
We

You

He

She

They _

(b)

should really settle that matter soonest.

Examples of Polite and Impolite Expressions in Letters

A writer whose identity | can no longer trace has given these excellent
examples of courteous and discourteous expressions in letters:

Discourteous

Courteous

() It is foolish to think that we
tried to deprive you of
something that was rightly

Let us assure you of our desire to
be completely fair and honest with
you.

yours.

(i)  You claim you didn’t|We are sorry to learn from your
receive the refund we | letter that you did not receive the
sent you. refund we sent you.

(i) If you know what is good | We are certain that consideration
for you, you’ll see that we | of your own interests will prompt
get  that merchandise | you to ship these goods to us
immediately. immediately.

(iv)  We request that you send us | Please, send us ...

(v)  We are sorry if you were | We are sorry that you were

88




ENG316 COMMUNICATION FOR BUSINESS

inconvenienced ... inconvenienced ...

(vi)  We have received your | Thank you for your cheque.
cheque.

(vii)  You failed to send ... We have not received ...

(viii) You must have been | Evidently you did not know that ...
ignorant of ...

SELF ASSESSMENT EXERCISE

1. Comment fully on the use of the date; the conclusion; the name,
signature and designation of the writer and the direction of a
business letter.

2. Letter captions (or headings) are not used by business firms.
Comment. If you had to advise a firm about their use, explain
what you would tell them.

3. Describe the function and use of the salutation in a business
letter.

4.0 CONCLUSION

This is really the final conclusion to Units 1 and 2 of Module Two.
Business letters (just like all other kinds of letters, especially formal or
official ones) have certain long-established features. It is really these
features which give the letter its very high status among the means of
communication in business. You can, of course, use the telephone, the
fax and the e-mail to communicate with people in business. (In the past,
you could use the telegram, the cable and the telex — the last of which
has, to a large extent, subscribed its technology to the fax and the e-mail
of contemporary times). These, however, do not, and did not have the
status of the letter which, as we said at the beginning of Unit 1 of this
Module Two, is an adequate instrument for any kind of business
arrangement or contract, including those involving financial dealings
and commitments. The fax — even though it can have all the features of
a letter, including the signature of the writer or sender — still has to be
confirmed between the writer and recipient to have contractual authority
before it can be accredited with such authority. It is very important,
therefore, that you learn to insert correctly the features with which the
business letter is traditionally associated.

5.0 SUMMARY

You have carefully studied in this unit how the features of the business
letter listed in the Objectives (i.e., besides the format studied in Unit 1)
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are written. You have learnt that there are specific techniques to be
observed with regard to choice of wording, positioning of elements in
the letter and choice of initial letters (high or low case/capital or small)
in inserting those features. Familiar as these features may have become
to you, you must endeavour to use the guidelines given you in the unit
for using them correctly.

ANSWER TO SELF ASSESSMENT EXERCISE

Question 1. See Sections 3.1., 3.4. and 3.5. for the answer.

Question 2: See Section 3.3. for the answer.

Question 3: Section 3.2. provides the answer.

6.0 TUTOR-MARKED ASSIGNMENT

1. The use of the terms, will and would; shall and should, and may
and might in business letters can be quite problematic. Explain,
with examples, how you can use them correctly.

2. Injecting politeness into letters can be quite tasking. Explain,

with examples, the personality dispositions and language use
techniques that help to accomplish this objective.
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Lagos: Sam Iroanusi Publications, Chapter 10, pp. 111-116.
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and Study, Vol. I: Theory, Principles and Methods. Lagos:
Management Science Publishing Ltd., pp. 259-269.
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1.0 INTRODUCTION

A good way to start this unit is to quote a statement by McCrimmon
(1963:367) about business correspondence in which the letter features
very prominently: “The conventions of business correspondence should
be understood and followed, but it should also be understood that a good
business letter is primarily a good composition” (emphasis, mine).
What you say in a letter (the content of your letter), as opposed to how
you say it (the style of your letter or how you present your content) is
essentially a function of the culture (or more narrowly, the business
culture) of the society and community in which you live and of your
own personality make-up or disposition. Some communities and
societies display much abstractness or impersonality of outlook and
some persons are peevish, arrogant and discourteous by nature.

On the other hand, in some communities and societies, politeness rules
inter-personal relationships and scoffing, snubbing, haughty, aloof,
uncaring and rude people are seen as an abnormality or a misnomer.
Style is essentially a means of bringing into play an inner disposition in
a person or an orientation in a community or society. Language cannot
reverse this fact. Language which attempts to do that as we often
encounter in politics, in war or in some other kind of conflict or in some
kinds of literature or in advertisements is what is called propaganda,
i.e., presenting falsehood to sound like truth.

Some people who do not know enough about communication place
exaggerated emphasis on the notion that certain styles of speaking or
writing on certain subjects or occasions have to be studiously learnt,
such as for writing an advertisement or a newspaper article, addressing a
chief, speaking at an interview, handling a fastidious or difficult
customer or client, etc. Yes, such styles have to be learnt, but people
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who can learn them successfully are only those whose language is
already proficient. Until one’s language is firm, any attempt to
communicate (speak or write) in a special style is a piece of artificiality,
which always surfaces.

It is to be hoped that examining bodies and all teachers of language
understand this, so that when they require students to communicate in
certain special styles, they also ensure that the students know their
language well. Teachers who put so much emphasis on teaching
“reading” to their students should be aware of the fact that, until their
students’ general language control is sound, they cannot learn reading
successfully.

Many teachers display near ritualistic attitudes in their belief that there
are unique ways of teaching composition in what is recognised as its
four categories: descriptive, narrative, expository and argumentative.
Such teachers hardly realize that no student can write any of these forms
of composition successfully unless his/her language control is firm. On
the other hand, those students whose language control is sound and who
have the right attitude readily learn from their culture how to handle
these kinds of essays.

So, while we shall, in this unit, identify some forms of business letters
and exemplify them, my advice is that students master their language
use well and cultivate their personality outlook appropriately, so that,
with regard to both content and style, they can produce the kinds of
letters which we shall be highlighting here and, indeed, in other letters.

You will need about three hours for studying this unit. You should
grasp every point made in it thoroughly by making a point of doing the
Self Assessment Exercise carefully. You should also make an effort to
consult the publications recommended in “Further Reading” at the end
of the unit. Remember that you must answer the Tutor-marked
Assessment and send your answers as directed to the university for your
teacher’s assessment.

2.0 OBJECTIVES

At the end of this unit, you should be able to:-

. recognise the main point of any business letter that you receive
and size it up as effectively or poorly written

o ascertain the main point of a business letter which you want to
write and so decide on a correct style for the letter

o write business letters effectively.
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3.0 MAIN CONTENT
3.1 Kinds of Business Letters

Ogbulogo (2004:107-111), to whom we have made a lot of reference in
this course, rather than categorize business letters into kinds as such,
writes about the occasions on which business letters are written. So, he
writes about letters used to inform, advise, request, insist, acknowledge
and advertise (italics, his). However, he collapses these into four
classes, namely, information, goodwill, sales and problem letters (italics,
his), and goes on to describe each type.

We know, of course, that it is practically impossible to identify all the
needs for which Dbusiness letters are written and, therefore, really
impossible to classify business letters as such. The book to which we
earlier made a reference, English for Businessmen, by Angela Mack
(1979) has 24 chapters (which the book calls units), each dealing with
one business issue. The chapter describes a situation which has arisen,
offers a dialogue (conversation or discussion) on the issue between or
among the personnel of the firm involved with the issue (including
sometimes a telephone conversation) and lists and explains the new
business terms on both the description and the dialogue. The chapter
then ends with a type of business correspondence (mostly a letter, but,
sometimes, a memorandum — memo, a fax, a cable, a telex or telegram
message, a press release, a communiqué, an advertisement — advert, etc.
As we said in our earlier reference to the book, it is clearly one of the
best sources for studying the nitty-gritty of business communication.

It can be seen from the large number of letters that we have referred to
that it would be utterly impossible to classify the letters into categories.
So, what we have done in this unit is cite some letters and make relevant
comments on them.

3.1.1 Specimens of Various Kinds of Business Letters
Some of the specimens given below are adapted from a source the

identity of which I am no longer able to trace, while some are taken
from Mack (1979) whose copyright terms have not been infringed.

93



ENG316 COMMUNICATION FOR BUSINESS

() A “First” Enquiry (from a firm of Construction Engineers)

THE AMAECHI CONSTRUCTION CO. LTD.
ABA, ABIA STATE
NIGERIA

25 June, 2004.
Our Ref.: ORD/23/17.

The Aluminum Alloy Co. Ltd.,
10 Mamfe Street,
Lagos.

Dear Sirs,
ALUMINIUM SCREWS AND FITTINGS

We have seen your advertisement in The Metal Worker and are
interested in aluminium screws and fittings of all kinds.

Please quote us for the supply of the items listed on the enclosed
enquiry forms, giving your prices, including transportation to Aba.
Will you please also state your earliest delivery date, your terms of
payment and discounts for regular purchases.

As our annual requirements in metal fittings of all kinds are
considerable, perhaps you would also send us your catalogue and
details of your specifications.

Yours faithfully,
THE AMAECHI CONSTRUCTION CO. LTD.

Chika Ogoegbunam (Mrs)
Buyer

Encl: Enquiry Form No. XX.

Notes

(@  The original letter contained the expression, c.i.f. Mombasa,
which means cost, insurance and freight to Mombasa.

(b)  This letter — an enquiry — makes its point as simply and directly
as possible. A prospective buyer does not need to search
painfully for words to catch the seller’s eye, or to be over-polite.

94



ENG316 COMMUNICATION FOR BUSINESS

(i)  Reply to the Enquiry Letter (above)

THE ALUMINIUM ALLOY CO. LTD.
10, MAMFE STREET
LAGOS
June 30, 2004.

Our Ref.: CUS/90/143.

The Amaechi Construction Co. Ltd.,
Aba, Abia State.

Your Ref.: ORD/12/17.
Dear Sirs,

ALUMINIUM SCREWS AND FITTINGS

We thank you for your enquiry of June 25" and are pleased to hear that
you saw our advertisement in The Metal Worker. No doubt, you also read
the report, on page 22 of that journal, of tests carried out on our aluminum
screws, plates and brackets. As you will see, the tests prove our claim
that “ALUMOY™ fittings are as touch as iron and yet only a fraction of
the weight.

To save time, we enclose a pro-forma invoice for the items listed in your
enquiry as all of these are in stock at all times. Thus, should you wish to
place a firm order, all you need do is arrange for settlement of the invoice
by draft through your bank and advise us at the same time. We guarantee
delivery at Aba within four weeks of receiving your instructions.

We should be happy to arrange account terms for you on receipt of the
usual references. These terms are:

Settlement quarterly by Banker’s Draft or by Bill of
Exchange for net amount of quarterly statement.

Full details of quarterly discounts will be found in the enclosed Terms of
Business and a catalogue of our specifications and the Nigerian Standards
Organisation’s (NSQO’s) specifications are being sent to you with our
general catalogue.

You may be interested in knowing that we are opening a depot and
agency at Onitsha early next year for the greater convenience of our
Eastern Nigerian customers. Meanwhile, we shall give your orders our
immediate attention.

Yours faithfully,
THE ALUMINIUM ALLQOY CO. LTD.

Jide Kadiri
Marketing Manager
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Note: This letter —a seller’s reply to a prospective buyer’s enquiry — is
a “salesman” — live, winning. You want to induce the buyer to buy.
Your letter must carry the force of a good salesman’s talk, which must
arouse enthusiasm by its freshness and originality.

(i) A Request for a Special Discount

Dear Sirs,
Many thanks for your letter of July 15", in which you ask us for an extra discount of 2%4% over
and above the usual trade discounts in consideration of your order for 30,000 No. 2 Apex
envelopes.

While appreciating your order, we feel that we must point out that our prices have already been
cut to the minimum possible, and that envelopes are unobtainable elsewhere at our rates.

We should, however, be pleased to allow you the requested 2%2% if you care to raise your order
to 50,000. We await your confirmation before putting the matter in hand.

With our sincere thanks.

Yours faithfully,

Take note of the very polite refusal, backed with a reason, of the request
in the letter to which letter (iii) is a reply. Note also the shrewdness in
the effort by the writer to advance his business by stating a condition on
which the request made by his correspondent would be granted.

(iv)  An Offer of Goods (or Services)
Dear Sirs,

Messrs. Daudu & Co. Ltd., of 10, Sokoto Road, Kano, with whom we
have done business for many years, have advised us that you will
probably be replenishing your stocks of white wines in the near future.

You will be interested in knowing that we had an extremely fine season
in 2007 as a result of which we were able to produce wines of very high
quality in that year. Recent tests have confirmed that the flavour of
these wines is something the connoisseur will appreciate.

We are now shipping this 2007 vintage, and should be very glad to
welcome you as a customer. Our full export price list is enclosed, but
we should like to draw your attention to our:-

White Santana . . N6,400.00 per gross bottles.
Honey Suckle . . N7,200.00 per gross bottles.
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These wines have always had a large sale in Nigeria, and the price
quoted above for bulk purchases will enable you to sell at competitive
prices, while obtaining a good margin of profit.

We shall be pleased to supply you with a first order, against settlement
within 30 days of date of invoice and with 2%% discount. Immediate
dispatch from Lagos is guaranteed.

With compliments.

Yours faithfully,

This is an obvious seller’s advertising letter.

(v) A Counter Offer of Goods at a Higher Price
Dear Sirs,

Very many thanks for your letter of August 5", enclosing your order for
1,000 metres of “Ebony” Pattern silk cloth.

In turning to us for a supply of this famous line, you evidently realize
that if such an article is to be had at all, we are the people to supply it.
We appreciate your interest, and should have liked to be able to supply
your order from stock as we did years ago.

However, times and tastes change. The “Ebony” Pattern is now out of
fashion, and in common with other manufacturers, we have so little
demand for it that we have ceased to produce it.

We think, however, that your customers would like our new “Ankara
Fantastica” material, a sample of which we have pleasure in sending you
with this letter. This material has all the good qualities of the old
“Ebony” Pattern and is very much smarter in appearance without being
so vivid in colour as many modern silks and rayons.

The price is N1,000.00 per metre or N49,000.00 per 50-metre piece,
including cost of delivery. Prices for all silk fabrics have increased
considerably in the past year and it is no longer possible to supply a
really good material at the figure you name. As you know, we supply
only first-class and guaranteed fabrics.

A full selection of our silk patterns is also being sent to you by parcel
post. All of these are selling well in your part of the country and we can
safely recommend them to you.

We can dispatch your order within a week of hearing from you.

Yours faithfully,
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Notes

The original contained the expression, f.0.b. Liverpool, which means
free on board to Liverpool (i.e., the goods are transported to the ship and
loaded without the buyer having to pay extra for these services).

Letters Nos. (iii) (a request for a special discount), (iv) (an offer of
goods or services), and (v) (a counter offer of goods at a higher price)
obviously demand a great deal of thought in their composition.

(vi) A Polite Complaint About Inferior Quality

Dear Sirs,

It is with great regret that we have to inform you that your last delivery is not up to your usual
standard. The material seems to be too loosely woven and is inclined to pull out of shape. By
separate mail we have sent you a cutting from this material, also one from cloth of an earlier

consignment, so that you can compare the two and see the difference in texture.

We have always been able to rely on the high quality of the materials you send us and we are all
the more disappointed in this case because we supplied the cloth to new customers. As we shall
have to take it back, we must ask you to let us know, without delay, what you can do to help us

in getting over this difficulty.

Yours faithfully,

(vii) Reply to No. vi Letter above (polite apology)
Dear Sirs,

We have received your letter of 14" October and thank you for sending
us the two samples of cloth for examination.

We passed these on to the factory for comment and we quote the
following from their reply:

It was found that some short-staple yarn had, by mischance, been woven
into the material, and this cloth was put on one side for disposal in a
suitable market. Evidently through an oversight some of the cloth was
packed in your consignment. The factory manager was very grateful for
the samples, as it is possible that other buyers may have received these
imperfect goods, and enquiries are being made accordingly.

We told the manufacturers how greatly concerned we were over your
disappointment in the quality, and the fact that you had supplied the
cloth to new customers. They expressed their very great regret, and we
have arranged with them for the immediate dispatch of replacements,
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franco domicile, duty paid. Furthermore, they guarantee the quality of
the cloth now sent.

If you care to dispose of the inferior cloth at the best price obtainable for
it, we will send you a Credit No