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Preface

Successful Writing at Work, Eleventh Edition, is a practical, comprehensive intro-
ductory text for business, technical, professional, and occupational writing courses. 
Regardless of a student’s career choice, writing is a vital part of virtually every job, 
and as readers of earlier editions have learned, Successful Writing at Work can help 
them become better writers while they also learn to develop and design effective 
workplace documents for multicultural, global audiences. Successful Writing at 
Work, Eleventh Edition, is organized to take students step-by-step from the basic 
concepts of audience analysis, purpose, message, style, and tone to the processes 
of researching, drafting, revising, formatting/designing, and editing. Students will 
learn to write a variety of job-related documents, from emails, social media posts, 
and correspondence to more complex instructions, proposals, reports, websites, 
and presentations.

BuIldIng on Past edItIons

Benefiting from the feedback of instructors, students, and employers over many 
editions, this revised Eleventh Edition continues to give students detailed, clear 
guidelines for preparing well-organized and readable business documents. More-
over, because effective models are critical for learning new skills, students will find 
a wide range of realistic, up-to-date, and rhetorically diverse examples (all of them 
annotated and visually varied) demonstrating the function, scope, format, and orga-
nization of numerous documents for audiences with differing needs. Each of these 
model documents focuses directly on practical issues in the world of work and por-
trays employees as successful writers, either individually or as part of a collabora-
tive writing group. Furthermore, this new edition fully covers a broad spectrum of 
current workplace technologies and considerations, such as social media, messag-
ing, Google Docs, professional networking sites, Skype, and Prezi.

VersatIlIty of new eleVenth edItIon

As in past editions, this Eleventh Edition is as versatile as it is comprehensive. 
Full enough for a sixteen-week semester, it can also be easily adapted to shorter 
six-, eight-, or ten-week courses. Successful Writing at Work, Eleventh Edition, 
is designed to go beyond classroom applications: It is a ready reference that stu-
dents can easily carry with them as they begin or advance in the workplace. As 
students will discover, this edition maintains the reputation of former editions by 
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including numerous practical applications in each book chapter and also in the 
MindTap Reader version of the text. It can be as useful to readers with little or no 
job experience as to those with years of experience in one or several fields. This 
edition also addresses the needs of students re-entering the job market or chang-
ing careers.

dIstInCtIVe aPProaCh of suCCessful wrItIng at work
The distinctive approach that in the past has made Successful Writing at Work 
a  student-friendly text in the contemporary workplace continues to be empha-
sized and expanded in this Eleventh Edition. This approach, stressing up-to-date 
strategies for teaching business, technical, and professional writing, can be found 
throughout this new edition.

●● Analyzing audiences. The Eleventh Edition focuses on the importance of 
audience analysis and the writer’s obligation to achieve the “you attitude” 
in every workplace document. In addition, the concept of audience extends 
to readers worldwide, as well as to non-native speakers of English, whether 
as co-workers, employers, clients, or representatives of various agencies and 
organizations. Memos, emails, social media posts, letters, résumés, reports, 
presentations, and other documents are written, designed, organized, and 
 introduced with the intended audience(s) in mind.

●● Seeing writing as a problem-solving activity. The Eleventh Edition con-
tinues to approach writing not merely as a set of rules and formats but as 
a problem-solving activity in which employees meet the needs of their em-
ployers, co-workers, customers, clients, community groups, and vendors 
worldwide by getting to the bottom line. This approach to writing, intro-
duced in Chapter 1 and carried throughout the text, helps students to think 
through the writing process by asking the key questions of who (who is the 
audience?), why (why do they need this document?), what (what is the mes-
sage?), and how (how can the writer present the most appropriate style, tone, 
and format?). As in earlier editions, this Eleventh Edition teaches students 
how to develop the critical skills necessary for planning, drafting, revising, 
editing, and formatting a variety of documents. To help them, numerous case 
studies and figures demonstrate how writers answer these key questions to 
solve problems in the world of work.

●● Being an ethical employee. Companies expect their employees to behave 
and write ethically. As in earlier editions, the Eleventh Edition reinforces 
and expands discussions of ethical writing practices in almost every chap-
ter. Beginning with enhanced coverage of ethical writing and solving ethi-
cal dilemmas at work, Chapter 1 further stresses “Ethical Writing in the 
Workplace.” Subsequent chapters offer practical guidelines on and numer-
ous examples of documents that illustrate the types of ethical choices work-
ers must make in the business world. Special attention is given to editing to 
avoid sexism and biased language in Chapter 2; working cooperatively with a 
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collaborative writing team in Chapter 3; making ethical choices when writing 
e-communications, including email, messages, blogs, and social media posts 
in Chapter 4; drafting diplomatic letters in Chapters 5 and 6; preparing hon-
est, realistic résumés and webfolios in Chapter 7; conducting truthful, objec-
tive, and carefully documented research in Chapter 8; using and constructing 
unbiased visuals and ethical websites in Chapters 10 and 11; preparing safe, 
legal instructions and procedures in Chapter 12; writing honest proposals 
and reports in Chapters 13 to 15; and making clear and accurate presenta-
tions in Chapter 16.

●● Writing for the global marketplace. Effective employees must write for 
a variety of readers, both in the United States and across the globe. Con-
sequently, this new Eleventh Edition throughout emphasizes writing for 
international readers and non-native speakers of English. The needs and 
expectations of these international audiences receive special attention in the 
Eleventh Edition, starting in “Writing for the Global Marketplace” in Chap-
ter 1 and continuing with coverage of writing letters for international speak-
ers of English in Chapter 5, designing appropriate visuals and documents 
for this audience in Chapter 10, preparing clear instructions in Chapter 12, 
and making presentations for global audiences in Chapter 16. Especially im-
portant is the long report in Chapter 15 on the role international workers 
play in a corporation that must meet their needs and those of their clients 
worldwide.

●● Viewing student readers as business professionals. To encourage students 
in their job-related writing, this new Eleventh Edition treats them as pro-
fessionals seeking success at different phases of their business. Students are 
asked to place themselves in the workplace setting (or, in the case of Chap-
ter 7, in the role of job seekers) as they approach each topic, to understand 
the differences between workplace and academic writing better. Chapter 1 
gives them an orientation to the kinds of corporate culture and protocols 
that they might find in the early days of their employment. Students are then 
asked to see themselves as members of a collaborative team drafting and de-
veloping an important workplace document in Chapter 3; in Chapters 4 to 6 
they write to fellow employees and superiors and represent their company 
through routine e-communications and respectful and diplomatic correspon-
dence; in Chapters 10 and 11 they are co-workers designing documents, visu-
als, and websites; in Chapters 12 through 15 they are employees designing 
and writing more complex documents, such as instructions, proposals, and 
reports; and in Chapter 16 they are company representatives making presen-
tations before co-workers and potential clients worldwide.

●● Using the latest workplace technologies. This new edition offers the most 
current coverage of communication technologies for writing successfully in 
the rapidly changing world of work, including social media (such as Face-
book, Twitter, LinkedIn, Pinterest, Instagram, Flickr, YouTube, and Yelp), 
email, messaging, wikis, document tracking systems, Google Docs, busi-
ness blogs, tablets, smartphones, videoconferencing tools, and presentation 
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software such as PowerPoint and Prezi. Coverage of these technologies is 
integrated into each chapter through Tech Notes, Case Studies, sample docu-
ments, and text discussion, and Chapter 4 illustrates many of these new tech-
nologies in action. Easy-to-understand explanations and annotated models 
throughout this edition assist students in discovering the hows as well as the 
whys of writing and using visuals for the digital world of work.

●● Commitment to ecology. The Eleventh Edition continues to stress envi-
ronmental issues and greening the workplace though a section in Chapter 1 
(“Thinking Green: Making Ethical Choices About the Environment”), in-
structions on fixing a leaky faucet and installing solar panels in Chapter 12, a 
progress report emphasizing the use of solar energy in Chapter 14, and sev-
eral other sample documents and Exercises throughout the text.

oVerVIew of Major Changes In the eleVenth edItIon

In response to reviewer feedback and that of instructors and their students, the new 
Eleventh Edition has undergone some major changes to make it more useable and 
effective: 

●● This new edition has been streamlined, shortened, updated, and redesigned 
to provide essential and current coverage of major communication strategies 
with real-world examples that students need to succeed in today’s e-world 
of work. Chapter 8, for example, has been thoroughly revised to make it 
even more student-friendly, retaining only the most important informa-
tion students need to conduct research and properly evaluate and docu-
ment sources in the workplace. The discussion of memos has been moved 
to Chapter 6 to show how letters and memos work together in the business 
world.

●● The new edition features a strong emphasis on and integration of social me-
dia throughout, including a new section on cyberbullying in Chapter 1, a sec-
tion on ethical guidelines to follow when writing for social media and other 
e-communications in Chapter 4, a new section in Chapter 4 that highlights 
how to write effectively in the medium and includes examples of Facebook 
and Twitter posts, examples of Facebook and LinkedIn profiles and a list of 
social media “do’s and don’ts” when looking for a job in Chapter 7, an ex-
tended example showing how social media can help rent units in a new apart-
ment complex in the updated business report in Chapter 8, examples of how 
social media can help shape proposals in Chapter 13, and a discussion of how 
it can influence the findings in a long report in Chapter 15.

●● The use of tablets and smartphones in the workplace has been included and 
addressed throughout the text, including a discussion of their use in e- and 
m-communications in Chapter 4. The rise of m-commerce is also addressed 
in proposals in Chapter 13 and a short report in Chapter 14. Additionally, 
many exercises have been revised throughout the text to showcase the impor-
tance of these communication tools.
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●● Many new Tech Notes and exercises have been added, as well as new Case 
Studies tied to technology. All existing Tech Notes have been updated with 
the latest information and technological advances.

●● Now available with MindTap! MindTap is the digital learning solution that 
helps instructors engage and transform today’s students into critical think-
ers, communicators, and writers. Numerous real-world examples and strong 
visuals come to life in the MindTap Reader, where students can search, high-
light, and take notes, right on the text.  Students build grammar, mechanics, 
and writing skills with interactive activities and apply those skills to project 
and writing assignments. A variety of writing and research apps allow stu-
dents to collaborate and improve their research. Instructors can customize 
the course by blending their own materials with curated content, and in-
corporate additional examples and models, as desired. An easy-to-use paper 
management system allows for submission, grading, peer review, and pla-
giarism prevention. With MindTap for Successful Writing at Work, Eleventh 
Edition, students reveal mastery of the text’s skills and strategies to find their 
voice as professional writers.

ChaPter-By-ChaPter uPdates

Here, then, chapter-by-chapter, are the specific new additions and features of the 
Eleventh Edition.

Chapter 1 Getting Started: Writing and Your Career

●● Revised case study on adapting technical information to meet the needs of 
diverse audiences within a corporate setting

●● Revised section, “Employers Insist on and Monitor Ethical Behavior”
●● Expanded discussion in “Ethical Requirements on the Job” 
●● New section, “Cyberbullying”
●● Further attention to solving ethical dilemmas in the workplace
●● Revised Tech Note, “Know Your Computer at Work”
●● Revised section, “Using International English” with expanded guidelines

Chapter 2 The Writing Process at Work

●● Enhanced coverage of drafting, revising, and editing on the job
●● Revised, updated case study, “A ‘Before’ and ‘After’ Revision of a Short 

Report”
●● Revised Tech Notes on “Drafting,” “Revising,” and “Editing”
●● Updated advice on avoiding stereotypical language, including eliminating 

sexism

Chapter 3 Collaborative Writing and Meetings in the Workplace

●● Increased emphasis on being a team player in the world of work
●● Greater attention to collaborative communication technologies
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●● Heavily revised Case Study on collaboratively written documents
●● Revised sections, case studies, and figures illustrating the use of Track 

Changes in Microsoft Word and Google Docs for collaborative writing
●● New Tech Note, “Virtual Meetings”
●● Revised Tech Note, “Videoconferencing with Skype”
●● New coverage on using social media with collaboration (including office col-

laboration software like Yammer, FB@Work, and Slack)
●● New section on preparing for and conducting a meeting at work—setting an 

agenda, taking notes, summarizing ethically, and writing the minutes

Brand New Chapter 4 E-Communications at Work: Email, Blogs, Messaging,  
and Social Media

●● Discusses the importance of and differences between business and personal 
emails, messages, blogs, and social media posts

●● Revised section, “Legal/Ethical Guidelines to Follow in Writing 
E-Communications”

●● Substantially revised sections on email in the workplace, including a revised 
“Guidelines for Using Email on the Job” with up-to-date, practical advice

●● Revised “Messaging” section focusing on both using a networked company 
system and texting on smartphones.

●● Expanded discussion of business blogs
●● New section, “Writing for Social Media in the Workplace”
●● New figures showcasing business social media posts on Facebook and Twitter
●● Includes new exercises related to writing for social media in the workplace

Chapter 5 Writing Letters: Some Basics for Communicating with Audiences Worldwide

●● Further emphasis on the importance of letters in the Internet Age
●● Strengthened discussions of the business contexts for correspondence
●● Revised section, “Essential Advice on Writing Effective Letters”
●● New section on “Different Ways to Send Letters”
●● Revised section on “The Appearance of Your Letter,” reflecting contempo-

rary document designs
●● Expanded sections on writing different correspondence
●● Greater attention to needs of international readers with an enhanced Case 

Study on adapting letters to international readers
●● Revised exercises on up-to-date topics reflecting international readers’ needs

Chapter 6 Types of Business Letters and Memos

●● Revised “Preliminary Guidelines” section for sales letters
●● New Tech Note, “Mail Merge”
●● Revised section, “Getting the Reader’s Attention”
●● Revised section, “Showing the Customer the Product’s or Service’s 

Application”
●● Revised section on “Adjustment Letters”
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●● Heavily revised section on “Memos” 
●● Thirteen redesigned letters and memos
●● Revised exercises with up-to-date topics and subjects

Chapter 7 How to Get a Job: Searches, Networking, Dossiers, Portfolios/Webfolios, 
Résumés, Transitioning to a Civilian Job, Letters, and Interviews

●● Revised section on identifying and emphasizing marketable job skills
●● Updated coverage on where to look for a job, with further examples of and 

advice on using job-posting sites
●● New section, “Transitioning to the Civilian Workforce,” aimed at helping 

veterans prepare successful job applications; new sample résumé
●● Updated section on “Looking in the Right Places for a Job”
●● Revised section on “Using Online Social and Professional Networking Sites 

in Your Job Search” 
●● New sample LinkedIn profile page; updated discussion of using Facebook as 

part of your job search
●● Revised and updated “Do’s and Don’ts When Creating Your Online Profile”
●● Updated and redesigned letters and résumés throughout
●● Chapter now includes ten print and digital résumés
●● Revised section on “The Digital Résumé”
●● Revised Case Study on creating a digital résumé for a job search
●● New section with tips on “Being Ready for a Phone Interview”
●● Revised Tech Note, “Skype Interviews”
●● Revised and updated section on “Questions to Expect at Your Interview”
●● New information on “What Interviewer(s) Can’t Ask You”
●● Updated, practical advice inquiring about salary and salary ranges
●● New section, “Keep a Job Search Record”

Streamlined Chapter 8 Doing Research, Evaluating Sources, and Preparing 
Documentation in the Workplace

●● Useful, updated section on “Use of Social Networking Sites as a Recruiting 
Tool”

●● New section on “Online Survey Builders”
●● Revised and updated Tech Note, “Intranets”
●● Revised and updated sections on searching online catalogs, e-libraries, and 

reference materials
●● Revised Tech Note, “Gray Literature”
●● New section, “How to Conduct Keyword Searches: Some Guidelines”
●● Coverage of latest Modern Language Association (MLA) and American Psy-

chological Association (APA) documentation styles, including for  podcasts, 
blogs, emails, tweets, and Facebook posts

●● Updated and reformatted business report, marketing a large real estate 
 project (written in MLA style)

●● New exercises with current business topics
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Chapter 9 Summarizing Information at Work

●● In response to user and reviewer feedback, the chapter has been streamlined 
and shortened to make it more reader-friendly and applicable to the needs of 
today’s students

●● Thoroughly revised section, “Summaries in the Information Age”
●● Updated Case Study with annotated summary of an article on virtual reality 

and law enforcement
●● New advice on “What Managers Want to See in an Executive Summary”
●● Revised section, “Writing Successful News Releases”
●● New figure of a news release posted on the Web
●● New article on security considerations for mobile app developers in 

exercises

Chapter 10 Creating Clear Visuals

●● Revised section, “Using Appropriate Visuals for International Audiences”
●● New examples of bar graphs, line graphs, flow charts, photographs, and 

pictographs
●● Revised and updated advice in “Choosing Effective Visuals” and “Insert 

Your Visuals Appropriately”
●● New Tech Note, “Using Photoshop”
●● New section on using infographs
●● Greater attention to creating ethical visuals

Chapter 11 Designing Successful Documents and Websites

●● Revised section on “The ABCs of Print Document Design”
●● Updated discussion on differences between writing for a print source versus 

a Web source
●● Revised section on “Desktop Publishing”
●● New Case Study on designing a company newsletter 
●● Greatly enhanced, updated Case Study on the differences between print doc-

ument design organization and website organization
●● New Tech Note, “Website Accessibility”

Chapter 12 Writing Instructions and Procedures

●● Updated coverage of preparing legally and ethically proper instructions and 
procedures

●● New, annotated examples of online and print instructions
●● Revised section on “Using Word-Processing Software to Help You Design 

Instructions”
●● New case study on meeting your audience’s needs, including new figure
●● Revised section on “Warnings, Cautions, and Notes,” with more attention to 

needs of international readers
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●● Enhanced discussion of workplace procedures, including a revised Case 
Study

●● Seven new exercises

Chapter 13 Writing Winning Proposals

●● Updated examples of sales and internal proposals
●● Revised Tech Note, “Online RFPs”
●● Heavily revised Case Study on drafting an internal proposal to create a 

 mobile app for a health food store
●● New, fully annotated internal proposal on purchasing inventory tracking 

software
●● Revised figure of a sales proposal responding to a request from a company
●● New figure of a student proposal on writing a report on the ethical issues 

involved in using apps in m-commerce
●● Additional coverage of researching and collaborating in preparing proposals
●● Six new exercises

Chapter 14 Writing Effective Short Reports

●● Heavily revised and expanded coverage of guidelines for writing short 
reports

●● New Case Study on preparing a periodic report
●● Revised section on “How to Write the Body of a Progress Report”
●● Expanded discussion of how and why different audiences read a report
●● Revised progress report for a student research report
●● Revised section on “Common Types of Trip/Travel Reports”
●● Six revised exercises 

Chapter 15 Writing Careful Long Reports

●● Revised guidelines on the process of writing a long report
●● Revised discussion of transmittal letters
●● Revised coverage of developing and documenting conclusions and 

recommendations
●● Completely revised, updated model long report (written in APA style) on 

cultural sensitivity for multinational workers

Chapter 16 Making Successful Presentations at Work

●● Enhanced section on informal briefings with a new figure instructing bank 
employees how to detect and report counterfeit currency

●● Revised advice and slides for a PowerPoint presentation
●● Revised section on “Presentation Software,” including a discussion of web-

based software such as Prezi and new presentation technologies such as 
SMART boards
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●● Revised section, “Delivering the Presentation”
●● Revised discussion on evaluating a presentation

addItIonal resourCes

MindTap® English for Kolin’s Successful Writing at Work, Eleventh Edition 
 engages your students to become better thinkers, communicators, and writers by 
blending your course materials with content that supports every aspect of the writ-
ing process.

●● Interactive activities on grammar and mechanics promote application in stu-
dent writing.

●● Easy-to-use paper management system helps prevent plagiarism and allows 
for electronic submission, grading, and peer review.

●● A vast database of scholarly sources with video tutorials and examples sup-
ports every step of the research process.

●● Professional tutoring guides students from rough drafts to polished writing.
●● Visual analytics track student progress and engagement.
●● Seamless integration into your campus learning management system keeps all 

your course materials in one place.

MindTap lets you compose your course, your way.
Online Instructor’s Resource Manual. Streamline and maximize the effectiveness 
of your course preparation using such resources as teaching suggestions, sample 
course schedules, assignments, chapter test banks, and many other classroom sup-
port materials. This password-protected Instructor’s Resource Manual is easily 
downloadable by accessing www.cengagebrain.com.
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WrItIng—an essentIal JOb skIll

Writing is a part of every job, from your initial letter of application con-
veying first impressions to memos, emails, tweets, texts, blogs, letters, 
websites, proposals, instructions, and reports. Writing keeps businesses 
moving. It allows employees to communicate with one another, with 
management, and with the customers, clients, and agencies a company  
must serve to stay in business. The average office worker receives  
80 emails daily, and that means that most [people] are receiving at least one 
email message every 6 or 7 minutes while at work.1 A survey conducted 
by the McKinsey Global Insitute found that workers spend more than 
2½ hours a day just reading and answering their emails.

How Writing Relates to Other Skills
Almost everything you do at work is related to your writing ability. Deborah 
Price, a human resource director with thirty years of experience, stresses 
that “Without the ability to write clearly an employee cannot perform the 
other duties of the job, regardless of the company he or she works for.” 
Here is a list of the common tasks you will be expected to perform in the 
workplace that will require clear and concise writing to get them done well.

●● Assess a situation, a condition, a job site, etc.
●● Research and record the results accurately.
●● Summarize information concisely and identify main points 

quickly.
●● Work as part of a team to collect, to share, and to evaluate 

information.
●● Tackle and solve problems and explain how and why you did.

C h a p t e r

1

1Stephens, M. (2012, January 10). Volume of email reaching a tipping point. SME: Small 
 and Medium-Sized Enterprises. Retrieved from http://www.smeweb.com/technology 
/features/4639-volume-of-email-reaching-tipping-point

fotog/Tetra/Corbis
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●● Display cultural sensitivity in the workplace.
●● Network with individuals in diverse fields outside your company and across 

the globe.
●● Answer customer questions and meet their needs.
●● Make a post to your company’s social media site to get information out about 

its brand.
●● Prepare and test instructions and procedures.
●● Justify financial, personnel, or other actions and decisions.
●● Make persuasive presentations to co-workers, employers, and clients.

To perform each of these essential workplace tasks, you have to be an effective 
writer—clear, concise, accurate, ethical, and persuasive.

The High Cost of Effective Writing
Clearly, then, writing is an essential skill. According to Don Bagin, a communi-
cations consultant, most people need an hour or more to write a typical business 
letter. If an employer is paying someone $30,000 a year, one letter costs $14 of that 
employee’s time; for someone who earns $50,000 a year, the cost for the average 
letter jumps to $24. The National Commission on Writing estimates that American 
businesses spent $3.1 billion annually in training employees to write.2

Unfortunately, as the Associated Press (AP) reported in a recent survey, “Most 
American businesses say workers need to improve their writing . . . skills.” Yet that 
same report cited a survey of more than 400 companies that identified writing as 
“the most valuable skill employees can have.” In fact, the employers polled in that 
AP survey indicated that 80 percent of their workforce needed to improve their 
writing. Beyond a doubt, your success as an employee will depend on your success 
as a writer. The higher you advance in an organization, the more and better writ-
ing you will be expected to do. Promotions, and other types of job recognition, are 
often based on an employee’s writing skills.

How This Book Will Help You
This book will show you, step by step, how to write clearly and efficiently the 
 job-related communications you need for success in the world of work. Chapter 1 gives 
you some basic information about writing in the global marketplace and raises major 
questions you need to ask yourself to make the writing process easier and the results 
more effective. It also describes the basic functions of on-the-job writing and introduces 
you to one of the most important requirements in the business world—writing ethically.

WrItIng fOr the glObal MarketPlaCe

The Internet, teleconferencing, digital communications, social media, and m-commerce 
have shrunk the world into a global village. Many companies are multinational corpo-
rations with offices throughout the world. In fact, many U.S. businesses are branches 

2Combest, T. What is the importance of business letters? eHow. Retrieved from http://www.ehow 
.com/facts_5595243_importance-business-letters_.html
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of international firms. A large, multinational corporation may have its equipment  
designed in Japan; built in Bangladesh; and sold in Detroit, Atlanta, and Los  
Angeles. Its stockholders may be in Mexico City as well as Saudi Arabia—in fact, 
anywhere. 

Competing for International Business
Companies must compete for international sales to stay in business. Every business, 
whether large or small, has to appeal to diverse international markets to be competi-
tive. Each year a larger share of the U.S. gross national product (GNP) depends on 
global markets. Some U.S. firms estimate that 50 to 60 percent of their business is 
conducted outside of the United States. Walmart, for example, has opened hundreds 
of stores in mainland China, and General Electric has plants in more than fifty 
countries. In fact, estimates suggest that 75 percent of the global Internet popula-
tion lives outside the United States. If your company, however small, has a website, 
then it is an international business.

Communicating with Global audiences
To be a successful employee in our highly competitive global market, you have to 
communicate clearly and diplomatically with a host of readers from different cul-
tural backgrounds. Notice how the ad for Digital World Technologies emphasizes 
diversity (see Figure 1.1). Adopting a global perspective on business will help you 
communicate and build goodwill with the customers you write to, no matter where 
they live—across town, in another state, or on other continents, miles and time 
zones away. 

As a result, don’t presume that you will be writing only to native speakers 
of American English. You may communicate with readers in Singapore, Jamaica, 
and South Africa, for example, who speak varieties of English quite different 
from American English. You will also very likely be writing to readers for whom 
English is not their first (or native) language. Your international readers will 
have varying degrees of proficiency in English, from a fairly good command (as 
with many readers in India and the Philippines, where English is widely spoken), 
to little comprehension without the use of a  foreign language dictionary and a 
grammar book. Non-native speakers, who may reside either in the United States 
or in a foreign country, will constitute a large and important audience for your 
work.

Seeing the World Through the Eyes of another Culture
Writing to international readers with proper business etiquette means first learning 
about their cultural values and assumptions—what they value and also what they 
regard as communication taboos. They may not conduct business exactly the way it 
is done in the United States, and to think they should is wrong. Your international 
audience is likely to have different expectations of:

●● how they want communications addressed to them
●● whether they allow you to use their first name

Copyright 2017 Cengage Learning. All Rights Reserved. May not be copied, scanned, or duplicated, in whole or in part. Due to electronic rights, some third party content may be suppressed from the eBook and/or eChapter(s). 
Editorial review has deemed that any suppressed content does not materially affect the overall learning experience. Cengage Learning reserves the right to remove additional content at any time if subsequent rights restrictions require it.



 Writing for the Global Marketplace 7

W E  A R E  committed to providing our 
clients worldwide with superior service. Our 
diverse, talented workforce shares our vision 
to offer you the latest and most effective 
solutions for all your digital security needs. We 
have helped thousands of companies like 
yours with technical assistance and broad 
knowledge of what it takes to do business 
around the globe. digitalworldtx.com

800-555-0120

Accountability

Excellence

Integrity

Teamwork

Digital World
W E  A R E

T E C H N O L O G I E S

Figure 1.1 How a Company Appeals to a Global Audience

●● how they wish a business meeting to be conducted
●● how they think questions should be asked and agreements reached
●● concepts of time, family, money, the world, and the environment; they may 

be nothing like those in the United States
●● visuals, including icons; those easily understood in the United States may be 

baffling elsewhere in the world

If you misunderstand your audience’s culture and inadvertently write, create, or say 
something inappropriate, it can cost your company a contract and you your job.

Cultural Diversity at Home
Cultural diversity exists inside as well as outside the company you work for. Don’t 
conclude that your boss or co-workers are all native speakers of English, either, or 
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TECH NOTE

Know Your Computer at Work

A major part of any job is knowing your workplace technology, which now can include 
smartphones and tablets. You need to know not just how to use the applications in-
stalled on your computer or other device but also what to do if there is a computer 
emergency.

Given the kinds of security risks businesses face today, employees have to be espe-
cially careful. As Kim Becker cautions in Nevada Business, “With malware, spyware, ad-
ware,  viruses, Trojans, worms, phishing, and server problems, it’s time for every business 
to  review its IT strategy and security before a loss occurs.”*

Here are some guidelines on how to use your computer effectively on the job:

●●  Understand how to use the software programs required for your job. Your 
office will most likely require employees to use many different kinds of software—
not just the word-processing application, but also the filing, formatting, spreadsheet, 
presentation, and tables/graphics programs. They will also expect you to be adept at 
using many different kinds of social media platforms, such as Facebook and Twitter.

●●  Get training on how to use company-specific applications. You will be expected 
to know how to use company-created databases, templates, and other customized 
applications on the job. If your company offers classes on how to use these programs, 
take them. Otherwise, ask for the advice of a co-worker or someone in your com-
pany’s information technology (IT) department who knows the programs.

●●  Learn how to back up your files. You will save yourself, your boss, your co-workers,  
and your clients time and stress by backing up your essential files regularly.

*Kim Becker, “Security in the Workplace: Technology Issues Threaten Business Prosperity,” Nevada Business,  
July 2008.

that they come from the same cultural background that you do. In the next decade, 
as much as 40 to 50 percent of the U.S. skilled workforce may be composed of in-
ternational workers who bring their own traditions and languages with them. These 
are highly educated, multicultural, and multinational individuals who have acquired 
English as a second or even a third language.

For the common good of your company, you need to be respectful of your 
international colleagues. In fact, multinational employees can be tremendously im-
portant for your company in making contacts in their native country and in help-
ing your firm understand and appreciate ethical and cultural differences among 
 customers. The model long report in Chapter 15 (Figure 15.3, pages 607–621) de-
scribes ways a company can both acknowledge and respect the different cultural 
traditions of its international employees. Businesses want to emphasize their inter-
national commitments. A large corporation such as Citibank, for instance, is eager 
to promote its image of helping customers worldwide, as Figure 1.2 shows.
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Figure 1.2 A Company’s Dedication to Globalization

Source: From William M. Pride, Robert J. Hughes, and Jack R. Kapoor, Business, 8th ed. (Boston: Houghton 
Mifflin, 2005), 587. 
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