BUSINESS AND PROFESSIONAL

COMMUN'CAT'ON THIRD EDITION

PROFESSIONAL SUCCESS REQUIRES
EXCELLENT COMMUNICATION SKILLS

Organized around the transition from student to professional life, Business and
Professional Communication, Third Edition gives readers the tools they need
to move from interview candidate to team member to leader. Kelly M. Quintanilla
and Shawn T. Wahl help students understand the role communication plays

when successfully handling situations like job interviewing, providing feedback

to supervisors, and working in teams. The fully updated Third Edition includes

expanded coverage of making competent choices in new communication channels,
increased emphasis on skill building for business writing and presentations, and
the effective use of visual aids.
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‘Business and Professional
Communication: KEYS
for Workplace Excellence
provides real-world practical
information for business and
communication students alike.
Any college student seeking a
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professional job after college
should read this—if not for
a class, then for their own
personal benefit!”
—Jennifer Millspaugh,
Richland College

NEW TO THIS EDITION

* The new chapter-opening narratives introduce students to each chapter
with a contemporary example drawn from the real world.

The new Tools for Professional Excellence feature builds students’
communication skills, offers career tips, and provides practical strategies
for contexts related to business and professional communication, social
media and technology.

Revised Your Communication Interaction feature demonstrates how to make
competent communication choices and select the appropriate communication
channel (e.g., face-to-face communication, making phone calls, sending emails,
and making communication decisions related to social media and technology).

The new Action Items feature encourages students to apply chapter content to
business and professional communication skills and contexts.

The new Explore Questions encourage students to research and evaluate
multiple industries, career opportunities, real-world workplace challenges, and more.

The revised Executive Summary concisely reviews key concepts and skills at the
end of every chapter to reinforce the students’ understanding of the content.
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New Review Questions are included in every chapter as a learning tool to
support mastery of chapter content.

™
@SAGE edg e Give your students the SAGE edge!

SAGE edge offers a robust online environment featuring an impressive
array of free tools and resources for review, study, and further exploration,
keeping both instructors and students on the cutting edge of teaching and
learning. Learn more at edge.sagepub.com/quintanilla3e.
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STAGE

Before your
interview:

Nowadays, job interviews using online video communication channels, such as Skype, are becoming more
common. Take f

ITERVIEW

TOOLS FOR PROFESSIONAL EXCELLENCE 4.2
HOW TO INTERVIEW ONLINE

tical fips to help you nail the online video interview:

PRACTICAL TIPS

o Determine the best device to use for the interview (i.e., computer, tablet, cell phone).

Make sure the interview will be conducted in the proper location:

o

Secluded enough so as to prevent any outside interference or distractions

°

With a generic background, such as a plain white wall

o

With diffused lighting to prevent shadows or glare

© Where you can be seen from the waist up, not just your head

Test all technological devices: Make sure all batteries are charged, Internet connections are
working, and the volume is at an appropriate level.

« Gonduct a mock interview with a friend or family member so that you can practice your
interview skills, as well as test the technology.

Have at least one backup plan in place in case of any technological glitches.

Prepare for the actual interview by researching the company, preparing any responses to
potential questions, and making sure you look professional.

During your o Even though it is online, treat the interview as if it were face-to-face: Use your nonverbal skills
interview: (solid eye contact, smiling, hand gestures, good posture) to impress the interviewer.
« Always make direct eye contact with the camera, not the screen
* Have a series of notes off to the side to aid you in the interview, but don't overuse them or
you'll end up looking away from the camera too often.
« Pause before answering any questions to compensate for any blips in the Internet signal.
After your « As with any type of interview, follow up by sending the interviewer a thank you letter.
inerView: « Follow up occasionally with the interviewer to remind him or her of your interest in working
for the company.
Increased emphasis on the ACTION ITEMS
connection between effective
communication skills and
SKILL
professional success. Listen
Action Items boxes in each chapter Observe
provide strategies for applying chapter
content to real life business and Hiieterd
professional communication contexts.

WRITING
SAMPLE 9.1

WHAT’S NEW TO THIS EDITION?

A greater emphasis on communication skills
and development with enhanced coverage of
digital technology in the workplace.

New Tools for Professional Excellence features
offer skills-oriented practical advice for building
communication competence and making the most of
digital communication tools on topics such as video
interviews, virtual meetings, LinkedIn, Google Docs,
and effective use of presentation slides.

STRATEGY

Listen for different verbal inflections and
tone of voice.

SKILLS FOR OBSERVING NONVERBAL COMMUNICATION

EXAMPLE

Watch a political speech and observe
the ways that vocalics influence message
reception.

Inspect nonverbal cues to determine how a
person responds to verbal communication.

Pay attention to the body language of
people as you give them either positive or
negative reinforcement.

Gain data from multiple interactions with
different people in an attempt to generalize
your findings.

After several communication interactions,
step back and reflect on whether there were
any nonverbal cues that are reliable across
contexts.

BUSINESS LETTER WITH PRICE QUOTE

XYZ Corporation
650 Wayward Avenue
Houston, TX 73850
(Letterhead)

September 23, 2015 (Date)

ABC Global Services (Address of the recipient)
PO Box 32555

Tyrone, PA 16801

Dear Mr. Stobbs, (Opening/greeting)

XYZ proposes to furnish all necessary labor, supervision, materials, tools, and equipment for the
installation of the electrical work for the above referenced project, as detailed herein, in accordance
with our interpretations of the intent of the design for the Lump Sum price of Fourteen Thousand
Six Hundred Forty Nine Dollars and No Cents.... $14,649.00.

Breakdown:
1. Labor: $1,068.00
2. Material: $13,581.00

Scope of work:

1. Fumnish and install:
a. Battery Monitoring System
b. (1) Duplex Receptacle in computer room
c. (1) Cat 5E cable from UPS to computer room

Clarifications:

1. All work to be based on straight time first shift.
2. Due to rising cost of materials and/or labor, we reserve the right to adjust this proposal if not
accepted within thirty (30) days of the above date.

Respectfully yours, (Closing)
Cheryl Banks
Cheryl Banks

Project Manager

New and revised annotated writing
samples and speech samples to
help students analyze effective written
communication practices and build their
own professional presentation skills.




Enhanced coverage of
communication choices.

Your Communication Interaction
features have been revised to focus
on making competent communication
choices and selecting the appropriate
communication channel.

Your Communiceation Interaction

THE TERMINATOR

As you read the passage below, consider what would be a
more effective communication strategy in this situation.

Tyler recently received a promotion at his workplace and now
oversees a small group of new employees. While spending
time with the new employees, Tyler has begun to bond with
one in partiular, Joey, who reminds him a lot of his younger

brother. Tyler takes it upon himself to take Joey under his wing

and make sure he succeeds within the company. One day,
Tyler's boss notifies him that they have to make some cuts in
the company, and that includes some of Tyler's employees.
The terminations are based on evaluation scores, and Tyler is
devastated to see that Joey is in the terminated group. Later
that day, Tyler sends a short e-mail to his employees informing
them of the cuts, and sends Joey a separate e-mail inviting
him to get together after work for drinks, so that he can tell

him about the termination face-to-face. Tyler and Joey meet
up after work, but Tyler doesn’t have the courage to terminate
Joey. By the end of the night, Joey still believes that he is
employed, and Tyler feels even worse for not telling him.

QUESTIONS TO CONSIDER

1. Was Tyler correct in terminating his employees through
e-mail? Why or why not?

2. Was Tyler correct in choosing to inform Joey of his
termination face-to-face, instead of via e-mail? Why or
why not?

3. What should Tyler's next step be?

4. What is the best way for an employer to inform an
employee of termination: written communication (such as
e-mail), face-to-face, or another way? Why?

Updated chapter-
opening narratives
introduce students to

key topics with engaging
contemporary examples
drawn from the real world
of business.

BUSINESS AND
PROFESSIONAL EXCELLENCE
IN THE WORKPLACE

C has increasingly of professional excellence
in the workplace. The popular social networking website Twitter embodies both
communication and professional excellence; its entire platform relies on the drive for

alookat how T

+ Whatthe dos Tt

215
m\lhnn montly miive ueas whe oreate spprcmaely 500 illon weets ewry
day (Twitter, 2015). This amount of traffic requires an effective and motivated
team of employees to manage.

+ Challnges: Ananoymous survey corcucted by Great Rate!ndcated
that 87% of empk d that or almost
et i, pericttn i arssnsl Sl we 9% of
employees fot that Twitter offered more than just a job, but also the opportunity

4
Business and Professora Bxcllene in Context 6

] " 1. Define professiora excelece and communicaton to develop a worldwide forum of communication that creates special meaning.
Understanding e KEYS Process 8 2 Hen buses and rfessionl commancatoncontets * At Tho ity o Titor aplyos opor v i
i in the workplaca & . Profsssional
i Bushess i Prfssonl Contxts: I T ———_——— axca\lgncgmqwasnmplnyepsmwﬂrkﬂmd\ywwl\nmanclm\l thus minimizing
:ﬂ"mmh“:ﬂ ':f* wias - miscommurication and conflct,
o 5. Explain the conponens of theconmunicaion madel « Rewards: 85% of employees reported that Twitter supports their workife
e - & Do e commuictn s o) by il e nd- blancn rid compenastae hem ik, Fovlng sesenial 0 compary sucsses’a
inin e a great motivator s
m‘,’.w.m A [T pem———
8. Discus commnictin and professionalexcllecsfron an elical Readling about employee feedback concerning Twitter may have you motivated to find a
perspeetive. career devored to such positive professional excellence. However, successfully applying

for and being accepted to such an organization is no ¢asy feat. You may ask yourself,
ST bE 14 gt o i W he ot ok frovscion o ks W)
fitin at my new job? What's the best way to run a meeting? What are the qualities of a

EAECUTVE SUMMARY T

"Esh"gda‘ project d'\le date, or the names of the coworkers Check your answers to these questions at http://edge.sagepub.com/quintanilla3e

assigned to a toa (p.

& T relational e evaal i yoi el ot e Define verbal and s or natural that influence
person; whether you like or dislike the other person, feel in Explain the difference between regulative rules and Wur communicative decisions, attitude, and mood refers
controlor subordinate, feel comfortable or anxious, and so consitutive rules.
on" {Adler & Proctor, 2007, p. 16). The relational layer may refers to how people use their voices to 6. L\s( and bneny “desoribe the six difierent perceptions of
be communicated by your choice of words (p. 39). communicate and express themselves. environmen

4. The impact of space on communication, or how people 7 The. general term for the study of human movement, gestures,
create and use space and distance, is known as and posture is known as

. 6. Ideni the four facial management fechniques that determine
the appropriate facial esponse for a given situation.

DISCUSSION QUESTIONS

What two rules guide communication? Why is
when

Now that you have finished readiing this chapter,
you can do the following:

Define verbal communication:
rbal communication is both our words and verbal filers
(2.9, um, like). Verbal messages are created through
language. Effective communication involves accurate
interpretations of others' verbal messages as meaning is
cocreated (p. 27)

Discuss examples of how verbal and
nonverbal communication are related:
Define nonverbal communication: « Some communicators do not pay attention to the relational
« Nonverbal communication (also referred to as body \ayrr of their messages. As a result, they don't realize how.
language) includes all those ways 10 others. To
without words p. 29). excellence, you mst tink beyond the content layer of your
messages and also assess the relational layer (p. 40

Increased opportunities
for self-study.

Appraise your verbal and

nonverbal communication skill Which codes discussed in this chapler are the most

Share important to you as a professional

Apply the KEYS approach to conduct

Review questions at the end
of every chapter help students
check their comprehension of
core content. New Explore
questions encourage students
to research and evaluate

real world industries, career
opportunities, workplace
challenges, and more.

« Developing inerpersonal, verbal, and nonverbal
communication skills requires you to differentiate between
the content and relational layers of messages. As you
communicate with other people, your messages have two
layers (p. 39).

The content layer consists of the “information being explictly
discussed” (Adler & Proctor, 2007, p. 16). The content laer
may include descriptive information such as the time of a

+ The second step, evaluate the professional context requires.
that you assess what nonverbal signals are considered

yourself with

verbal and nonverbal communication in the workplace:
The first step, know yourself, asks you to inventory the
types of nonverbal cues you display to others. This can be
difficult, but try to be aware even of the smal, unconscious
nonverbal cues you create. Sometimes the worst nonver
cues we display are the ones we are ol even aware o
making (p. 42).

Gustomers, employees, or superiors. The more open people
feel when talking with you, the more likely they are to
[

42).

workplace. Are your meelings informal, oris
there asat decorum for how peopl neract? Notis how bath

+ Thefnal task stop backand reflec, equires you (o anayze

has ended.

and gaug
fine up with those of others in your company (p. 42).

The third step, your communication interaction, involves
taking an immedate reflesive inventory of both yor
nonverbal communication and your partners. Think about
what sets you at ease when communicating with others,
and try to accomplish the same goal when tal

1. Visit a website that defines Intemet slang and/or emojis
(e.g. Internetslang.com, Urbandictionary.com). How often
do you use Internet slang in your online (and professional)
communication? List several types of slang or acronyms you
were previously unfamilar with.

Observe a social gathering, and compare and contrast the
nonverbal displays present vers us what you would see in
abusiness o Ave the ficant

B you walk weny 'eehng sshsﬂed with your nonverbal
Gommunication? Di ication partner seem at
ok Whee teing Wil y0us Asaage what morvarbel ose
‘seemed the most effective and which ones appeared to
create a negative perception (p. 42).

relaing o at work? List several examples that support or
refute this claim.

Watch any video of your choosing that features someone
giving a speech or presentation to a group of people. In
what ways does the speaker blend verbal and nonverbal
Gommenication. Write a brief statement describing

how nonverbal cues can both enhance and hurt verbal

nonverbal communication differences when people are

bal

PLORE

an example of a time: when you experienced inappropriate
it e 4 comnmiomer Wy Vel
inappropria

Eovea ovsperatos workplace, when, if ever, is it
appropriate to verbally communicate something that s not
true? Does this apply to your personal relationships? Ask
three people this same question, and note their responses.
What are the principles of nonverbal communication?
Discuss at least two nonverbal communication codes.

©

4. Name three reasons why e oo
important. Work through a personal example of a time
when you needed to improve your verbal or nonverbal
‘communication. What changes would you have mad in the
situation?

Step back and reflect on a time when you received critcism
at work or school. How did you respond verbally? How

did you respond nonverbally? How did the environment
‘contribute to your communication?

TERMS TO REMEMBER

Review key terms with eflashcards. http://edge.sagepub.com/quintanilla3e.

adapters (p. 37)
isplays (p. 37)

friendship/warmth touch (p. 39)
[

oculesics (p. 38)
p.39) hysical (.36

affect
atfacts (p. 37) haptics (p. 39)

illustrators (p. 37)
intensification (p. 38)

communication rules (p. 28)

constitutive rules (p. 28) kinesics (p. 37)

content layer (p. 39) lovelintimacy touch (p. 39)

deintensification (p. 38) masking

environment (p. 34)

ronverbal communication (p. 29)

proxemics (p. 33)

regulative rules (p. 28)

regulators (p. 37)

relational layer (p. 39)

sexual arousal

socialfpolite (ouch (p 39)
verbal communication (p. 27)

vocalics (p. 33)



Annotated writing
samples encourage
analysis of

effective written
communication
practices and offer
professional writing
tips for composing
documents.

NEW WRITING SAMPLES

GUSTOMIZED GOVER LETTER

Heather Gutiérrez

3506 Bon Soir Drive » Houston, Texas 78044 + 361.815.4949
heather gutierrez@gmail.com

July 1, 2016

HDS Life, Inc
2727 Allen Parkway
Houston, Texas 77019

Attention: Ms. Natalie Contreras
Re: Assistant Director of Communications
Dear Ms. Contreras:

Iam witing in regard to the job description for the Assistant Director of Communications position. |
believe my skills, education, and experience are an excellent match for the job duties and requirements
listed. My resume is attached for your review. The document includes information regarding my

Bachelor of Arts degree in Communication and work experience. Also enclosed is a list of references.

I have proven success and direct experience in all position requirements. During my time at the
University of Houston, | created brochures and other marketing materials; wrote the web content that
developed the naratives of the College of Liberal Arts and provided support to senior management
and all other stakeholders. | am proficient in Microsoft Office, have experience with event planning,
preparing and delivering professional presentations, preparing correspondence, conducting

Bo certain to maintain the
fon and fommat fo balh
the rosume and the cover
lefter.

Include which position
you aro interested in

Include education

Use spocific language
the job posting requires
forthe candidate.

Include any ekils and
abilfies that qualy

CUSTOMIZED RESUME

Heather Gutiérrez
3606 Bon Soir DrivesHouston, Texas 78044+361.815.4940
heather gutierrez@gmailcom

stimportant
formtion that potantal

201380 corantoico | Summary of Qualifications
e sy o Excellent oral and written skils
[ e + Excellent organization and project management skils

s s « Proven interpersonal, customor service, and collaborative skils
fictdons « Prosctive problem solving skils

« Bilingual (Spanish, speak, road and write luently)

Use sposiic nowns and « Advanced software skils inclucing, PowerPoint, Visio, Word, and Excel
Inpuerdatodescrbe 3 A ags kgl et
fpeuratiipmrimcind « Highly professional and reports

o to match
those spaciied i the job

ting.

Education

University of Houston
Bachelor of Arts in Communication, 3.5 GPA
Spring 2013 - Expected Graduation Date August 2016

Ifyou decide toinciudo.
your GPA, be cartain it
il raflct positvaly
Relevant Coursework
Interpersonal Communication
Business and Professional Communication

Public Speaking
Intercultural Communication

Creating disincive
feadrgs ard suiadnge
e s documrs
oy

Relevant Experience
Office Assistant, University of Houston
Office Administrator, Zales, Inc.

August 2014 - June 2016
August 2010 ~ Febuary 2014

includo class projects,
student organizaions,and
ntemships.

communication and marketing materials, and designed web content.

Coordinator, ABC: Read With Me

Relevant Duties - Provided outstanding customer service, created correspondence, paid invoices,
planned event ranging from 10-200 attendees, served as project manager, developed a variety of

October - December 2014

aspects of customer service.

Sincerely,

Heather Gutierrez

inventories, responding to audits, maintaining accounts payable and receivable, and handiing all

Strengths | would bring to the Assi
tolearn quickly, attention to detail initiative, and strong communication skills. | pride myself on
my professional and organizational skills, as well as my strong work ethic. | would appreciate the
opportunily to interview for this position.

that particular

ant Director of Communications position include my abilty

sl o
qualifications during an
intorviow.

Thank you in advance for your consideration. | look forward to speaking with you.

Cover letter should be.
fimited to one page

Proide formaton

e e
named wilh Greek lttrs.

Highlght anything that
demorsrates your proven
leadership skls.

Fommating should be
nsistent trough the

Duties - Faciltated team discussions, planned meetings, collaborated with team members,
developed and promoted public relations campaign, develop relationship with donors, and create
data report. Exceeded fundraising goals by 150%.

‘Student Organizations and Awards
Lambda Pi Eta, National Communication Honor Society
Leadership Award Recipient, Gommunication Club.
National Society of Leadership and Success
Student Reading Gouncil

Inducted May 2016
Received 2016
Inducted February 2016
2013 -

References available upon request

ENHANCED SAMPLE PRESENTATIONS

Your Communication Interaction

STOP, LOOK, AND LISTEN

As you read the informative speech below, consider what features are most effective and what
features could be improved.

BACKGROUND INFORMATION

‘Sheryl Gardner, a senior-level manager, has been asked to speak to a group of management
trainees. The speech wil take place during one of their training sessions, and Sheryl was told to
make it *educational and about communication” Given this information, Sheryl has determined
that her far too broad to be
considered a audie that the people
in this g fepri s frsloisisind Sl lptaglonsy
developi that wil foster open and teamwork. Since:
mwork
are amust in theirjobs, Shery\ is simply informing them of the role the communication climate
an play in the process.

INTRODUCTION

I her book If's A ) Gilda Radner shares dog

in. lawn mower accident. Somehow, a poor tle dog was hi by a awn mower, and the blade.
‘cut off her back legs. To complicate matters, the dog was pregnant with puppies. The good news
is that both the mother and the puppies were saved. The bad news is that the mother lost her
legs. But the it dog cid lear o walk again by taking two steps and then pulling her backside,
two steps and then puling her backside. The most nteresting part of the story s that when the
puppies leamed to walk, they allwalked just fike her!

As Mr. iz mentioned, my name is and| g for this company
formors than'20 yeas: What began as a patiejob forminimum wage has tumed nioa

Gareer in which | am now a10p leader in the management team. Today, | am so grateful to have:
lhls ol s et i i v | ok Ren e v il

Atenion Stop Ao

apply. Why s it s0 ot
fo 30T s b s we e fow 1o coruiate by i ol s e
uppies leamed to walk do, we leam
B ubiing i s i o S T e e ary T T ot ol o
how to communicate effectively. We have formed bad habits, and now that those pattems are
gotablshed they are ver ard o chango. The ood news s tat e can change,

Crntngaoed: Score 00
muchtim

e e o e
of your presentaton

Stop and take the time to buld relationships with your employees. Look at
what your employees are doing forthe arganization. Listen to your employees'

o Tansttion statementi e

o e stopping
to build relationships with our employee:

Body
1. Stop-and take the time to build relationships with your enployees
To betterunderstan theprocess f buiing relationhips, we nee 1o dfine two commricaton

is when we reat people as though lbey reabecte Unloruntely, i s o tpo of
‘communication we often engage in with a cashier o say, *How are you today?"
e ek povem 1ou St A Kl b e o s Y s
qite odd. We all know the standard answer is something ke, “Fine, thank you”

1f we are engaging in interpersonal communication, thus building a relationship, we should
really want to hear the answer when we ask a question. As managers, we must remember that
e e O

To develoy your employess, yol So the way to connect
0 5l elabavabing i Smpeyacn Al b Ses 1ot e of Yo ThG why o B 16
play of your Some of you may be good details about people. So
when Janice tells you about her kid's broken arm, you remember it And the nex! fime.
with Janice, you ask how the arm is doing. Some of you may not be good at that kind of chitchat;
50, instead, you can do something else. Maybe you scheckle a lunch for the entire team every
month and make it a point to sit beside someone different during each luncheon. If that works
foryou s peret Moy ar nauraly ey and sy oking sround with emp!oyees
Again, if that is your strength fo use it There is no o
e Yo et hs 1o mak s vt o velopig kil s hon i & vt
that works for you.

Another vital part of buildi
hoficing al that our subordinates are doing for the compary.

looking at or

11, Look-at what employees are doing for the company, and acknowledge it
Developing relationships will help you become aware of same of the things you teamis
but to devel jou must get n the habit

o egulary rviewing Hgh perormance and success i your team. One way to do thisis 1o

develop a habit of askin experionces wi

Ifthey had a negative experience, of course o s e o, B i sy

ther oxpriones ars posive,athm why. Ask them who makes thor ob casie. Ask themn
k at and expl to make this

company a sucess.
u see and hear about employees’ outstanding efforts, you will feel a
You communicate your

We can all the art and skill is the key to O cirae, wher o
Specific Purpose P sucosss as amanager: And itll begine with oredting a positive: mmumm.an climate, which is siceroaprec ciation for that effort, but that is not enough. s vital that
what we wil Bt blors 3
you need to know what is meant by the to refers to

I component in developing a

climat
in which communication either thrves or I.mgmshss. Tho Gommarnication envronment i an
organization, (a place

orit can be fike a severs thunderstorm or even a hurricane in some instances, where there is
consistently unresalved conflct and employees~from management down-don't trust of support
one another. As you know, when attempling to drive in a severe thunderstorm, the storm makes
i twio a hard o compltoth fask a hand and get fom Point Afo Point B. s the same in an
footaed, cooruribe

9 apoor

factors, And mny can' P

Point B.
To establish the healthiest communication climate possible,
manager, stop, look, and listen.

Previewot MainPoints ‘s mportant that you, as a

publicly. For example, | give a speech at the beginning of every year ted “The Top 10 Reasons
Wy e fom et The spaech gt svenor's sccsrplarnt G et v O o
all year long

Wi ssessing i bk Whele Boris Tie Powerof Pasiive oliunshigs, Kon
Blanchard found that the very same techniques Sea World Trainers used to move 10,000-pound
Killer whales to action also increase mofivation and productivity when managing people. He
points out that “accentuating the positve” s the key to success. But you can't accentuate the
positive or recognize accomplishments if you fai to look. Looking at what your employees are
doing is a must if you want to develop  positive communication climate.

Sample informative

and persuasive
presentations have been
annotated to emphasize
useful presentation
strategies and highlight
effective organization.




TOOLS THAT HELP STUDENTS BECOME CONFIDENT
AND EFFECTIVE PUBLIC SPEAKERS

REGISTRATION CODE

SpeechPlanner

Reach your

audience—
one successful speech
at a time!

SpeechPlanner

This interactive, web-based tool guides you through the
process of planning and preparing your speech, one step

at a time. Featuring practical tips, strategies, and useful
examples designed to explain and illustrate every step of the
speech-making process, this valuable planner makes it simple
and easy to create highly effective, successful speeches,
anywhere, any time. SpeechPlanner includes video examples
of effective speeches with time-coded references to highlight
best practices. Its unique practice timer feature allows
students to practice delivering speeches within allotted time
limits, promoting effective and appropriately paced delivery.

For details on packaging SpeechPlanner with
your text and for additional information, speak with a SAGE
representative or visit speechplanner.sagepub.com

PACKAGE your book with SpeechPlanner
ISBN: 978-1-5063-4430-0

Looking for a solution to share and assess
student speech videos for your course?

Contact your SAGE sales representative to review our options.



THIRD BUS'NESS AND
PN PROFESSIONAL

COMMUNICATION



SAGE was founded in 1965 by Sara Miller McCune to support
the dissemination of usable knowledge by publishing innovative
and high-quality research and teaching content. Today, we
publish over 900 journals, including those of more than 400
learned societies, more than 800 new books per year, and a
growing range of library products including archives, data, case
studies, reports, and video. SAGE remains majority-owned by
our founder, and after Sara’s lifetime will become owned by
a charitable trust that secures our continued independence.
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N ew look, new edition, a new journey for this book. We are thrilled to share the
third edition with you!

As instructors, we must answer many questions when planning a business and pro-
fessional communication course. First, we must address the broader conceptual ques-
tions, such as “What do we want our students to learn?” “How can this information be
applied to their current and future professional lives?” “How can we make this material
meaningful, useful, and interesting to students with a variety of professional goals and
interests?” “How can all the important information, skills, and competencies relevant to
business and professional communication be covered in one term?”

Next, we must address the nuts-and-bolts questions that emerge about how to orga-
nize so much information and how to translate it into accessible language for students.
Instructors often grapple with questions such as “Should I require both an individual and
team presentation?” “How much time should I put in the schedule for mock interviews?”
“How much attention should be given to résumé development?” “How can this course
be delivered online?”

We considered many of the same questions and challenges as we made decisions about
what content to cover in this text. Our mission in writing this book was to focus on the
research and competencies related to business and professional communication so that
it can easily be covered in one term across delivery formats (e.g., traditional, online,
hybrid). Further, we wanted to provide a book that speaks directly to the student as a
developing professional by focusing on the actual experiences—from the job search to
developing workplace relations to managing the challenges of coworker bullies, difficult
clients, burnout, and the like. We also wanted to provide a text that is adaptable to a vari-
ety of instructional needs—for our colleagues who may need the flexibility to emphasize
individual presentations and for others who may focus more on team presentations, not
include oral communication at all, or deliver the course online. We recognize the diver-
sity from one college or university to the next.

In response to our goal of focusing directly on the individual student experience related
to the development of business and professional excellence, we developed an organizing
feature (the KEYS process described below), which we believe will help instructors guide
students and developing professionals in a variety of professional contexts. The KEYS pro-
cess fosters the primary theme of this text—one that encourages students, regardless of
industry or career, to strive for professional excellence. In this text, we provide 14 tightly
focused chapters in which the best material—drawn from the research bases of communi-
cation, business, leadership, psychology, education, and other disciplines—is explored with
relevance to the KEYS process. This book doesn’t attempt to cover the entire business and
professional world—we’ve made difficult choices regarding the content, based on our years
of communication consulting in the business world, teaching communication in higher
education, and experimenting with texts written by our friends and colleagues across the
nation. What we ended up with represents the cutting-edge work in the field, including
research from a variety of methods as well as popular literature, human resources, corpo-
rate consulting, and leadership coaching. Our goal is to connect students across industries
and academic disciplines to both theory and practice by applying information regarding

PREFAGE
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BUSINESS AND PROFESSIONAL COMMUNICATION

business and professional communication directly to professional life inside and outside
the workplace—without overwhelming them.

We believe that one of the strengths of this text is that it addresses the challenges
we face in today’s workplace. In addition to our experience as teacher-scholars in com-
munication, we have worked as consultants designing training and development pro-
grams for organizations in a variety of industries. Although all these organizations face
similar communication challenges, other textbooks merely mention the problems and
rarely address solutions. Business and Professional Communication: KEYS for Work-
place Excellence not only examines workplace problems (e.g., difficult people, negative
impacts of technology, and work-life balance), but also provides students with a commu-
nication process that helps them solve problems and continue their professional journeys.

ORGANIZING FEATURE: KEYS
FOR WORKPLACE EXCELLENCE

We believe that developing an organizing feature lends clarity to a textbook. Further,
such a feature helps students apply material directly to their lives. The organizing feature
running throughout the text is KEYS, a process designed to develop students’ critical
thinking skills and make them more reflexive communicators with the ability to adapt
and continually improve.

The KEYS Process includes the following four phases: Know yourself, Evaluate the
professional context, Your communication interaction, and Step back and reflect.

Know yourself
Challenging students to actively assess their skills as communicators and then develop
strategies to utilize their strengths and develop their weaknesses

Evaluate the professional context

Teaching students to proactively address the needs of their audience and understand
the constraints of the professional communication context, as well as developing their
skills for communicating with a variety of audiences and contexts

Your communication interaction
Asking students to monitor their own verbal and nonverbal communication in addition to
the audience within each interaction

Step back and reflect

Examining the effectiveness of verbal and nonverbal messages they convey to others
and the overall success of various communication interactions and then taking

what they've learned and starting the KEYS process again; developing the ability to
continually adapt and improve using a personalized communication inventory

OVERVIEW OF THE BOOK: STRATEGIES FOR
EXCELLING IN THE WORKPLACE AT EVERY STAGE

The book is organized into five distinct parts. Part I provides an overview of the
foundations and key concepts important to the study of business and professional



communication and introduces students to central principles related to verbal and
nonverbal communication and listening. The next three parts correspond with the
stages of experience that come with entering the workplace for the first time, devel-
oping in the workplace, and excelling in the workplace. Each chapter includes cut-
ting-edge research, skills, and tips that will help students to advance in the workplace
at every stage of their career by honing their communication skills. Throughout the
text, we connect important issues such as cultural diversity, cultural competence,
mutual respect, gender, ethnicity and race, religion, people with disabilities, and more
to the business and professional context. With each phase of development, students
will gain interpersonal competency, enhance their organizational ability, and refine
their presentational skills. Finally, Part V, Surviving in the Workplace, encourages
students to develop strategies for balancing work and life through communication, a
topic not covered in most business and professional communication textbooks.

FEATURES OF THE TEXTBOOK

We provide several unique pedagogical features to help students understand and apply
the concepts and theories introduced in the text. These features help reinforce the book’s
themes and promote critical thinking in readers:

e Chapter outlines detail the organization of each chapter, whereas chapter objec-
tives help students prioritize information so that they can learn more efficiently.

e Themes from the narratives appear throughout each chapter and are applied
to and evaluated with the KEYS feature in a summary section, called KEYS for
Workplace Excellence, that appears at the end of each chapter.

e The KEYS organizing theme is also highlighted in four distinct instructional
features: Know Yourself features self-assessments and inventories for readers
to use to hone their communication skills; Evaluate the Professional Context
encourages application of knowledge to a variety of professional contexts and
situations; Your Communication Interaction focuses on making competent com-
munication choices and selecting the appropriate communication channel, from
calling a face-to-face meeting to using social media and technology; and Step
Back and Reflect presents challenges and dilemmas in business and professional
contexts, promoting analysis of what went wrong in specific business and pro-
fessional situations. All box features contain discussion questions to promote
critical thinking and classroom discussion.

e Communication ethics is emphasized in all chapters with a feature called Ethical
Connection, which connects the topic to an ethical perspective—because it’s the
foundation of business and professional excellence.

e All chapters also include a feature called Executive Summary, designed to pro-
mote reading comprehension and serve as a guide to help connect chapter con-
cepts to the chapter objectives.

e We include Discussion Questions that instructors may use as a means of gener-
ating class discussions about chapter content, as assignments, or as thought-pro-
vokers for students to consider on their own time.

e Complete References to the research base cited within the text appear at the end
of the book and are organized by chapter. Students may find these references
useful as they complete assignments or conduct their own research projects.
Instructors may use the references to gather additional material for their own
research or to supplement instruction.
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NEW TO THIS EDITION

e New chapter-opening narratives introduce each chapter with a contemporary
example drawn from the real world to engage students’ interest in a new topic.
In all chapters, opening narratives are ripped-from-the-headlines news content
representing actual events and real experiences across business and professional
contexts.

e New Tools for Professional Excellence features focus on communication skills
development, career tips, and practical strategies for contexts related to business
and professional communication, social media, and technology.

¢ Revised Your Communication Interaction features focus on making competent
communication choices and selecting the appropriate communication channel
(e.g., face-to-face communication, making phone calls, sending e-mails, making
communication decisions related to social media and technology).

e New Action Items features encourage students to apply chapter content to busi-
ness and professional communication skills and contexts.

e Revised Executive Summary features concisely review key concepts and skills at
the end of every chapter.

e New Explore questions encourage students to research and evaluate real-world
industries, career opportunities, workplace challenges, and more.

o New Review questions are included in every chapter as a learning tool to support
mastery of chapter content.

ANCILLARIES

Additional ancillary materials further support and enhance the learning goals of Business
and Professional Communication: KEYS for Workplace Excellence, Third Edition.

@SAGE e d g eTM http://edge.sagepub.com/quintanilla3e

SAGE edge offers a robust online environment featuring an impressive array of tools and
resources for review, study, and further exploration, keeping both instructors and students
on the cutting edge of teaching and learning. SAGE edge content is open access and available
on demand. Learning and teaching has never been easier!

SAGE edge for Students provides a personalized approach to help students accomplish
their coursework goals in an easy-to-use learning environment.

¢ A customized online action plan includes tips and feedback on progress through
the course and materials, which allows students to individualize their learning
experience

e Mobile-friendly eFlashcards strengthen understanding of key terms and concepts

e Mobile-friendly practice quizzes allow for independent assessment by students of
their mastery of course material

e Chapter-specific learning objectives reinforce the most important material



Preface Xxi

e Access to full-text SAGE journal articles that have been carefully selected to sup-
port and expand on the concepts presented in each chapter

SAGE edge for Instructors supports teaching by making it easy to integrate quality
content and create a rich learning environment for students.

o Test banks provide a diverse range of prewritten options as well as the opportu-
nity to edit any question and/or insert personalized questions to effectively assess
students’ progress and understanding

e Chapter-specific learning objectives reinforce the most important material

e Editable, chapter-specific PowerPoint® slides offer complete flexibility for creat-
ing a multimedia presentation for the course

e Lecture notes summarize key concepts by chapter to ease preparation for lectures
and class discussions

e Tables and figures from the book are available in an easily downloadable format
for use in papers, handouts, and presentations

e Sample course syllabi for semester and quarter courses provide suggested models
for structuring one’s course

e Discussion questions help launch classroom interaction by prompting students to
engage with the materials and by reinforcing important content

o Carefully selected full-text SAGE journal articles support and expand on the con-
cepts presented in each chapter to encourage students to think critically

o Chapter exercises for individual or group projects provide lively and stimulating
ideas for use in and out of class to reinforce active learning

e Video and multimedia links include original SAGE videos that appeal to students
with different learning styles

e A course cartridge provides easy LMS integration
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After studying this chapter, you should be able to

1.

2
3.
4

o

Define professional excellence and communication
Identify business and professional communication contexts
[dentify the four KEYS to communication in the workplace

Discuss the importance of human communication in business and
professional contexts

Explain the components of the communication model

Describe the communication challenges posed by social media and
technology

[dentify the types and causes of communication apprehension

Discuss communication and professional excellence from an ethical
perspective



BUSINESS AND
PROFESSIONAL
- KGELLENCE IN THE
WORKPLACE

Communication has increasingly become a cornerstone of professional excellence
in the workplace. The popular social-networking website Twitter embodies both
communication and professional excellence; its entire platform relies on the drive for
communication while requiring a level of professionalism to make the company profitable.
Below we take a look at how Twitter incorporates these two ideals.

o What they do: Twitter is a global online information network that allows users to
share content and conversations in real time. The company has more than 215
million monthly active users who create approximately 500 million tweets every
day (Twitter, 2015). This amount of traffic requires an effective and motivated
team of employees to manage.

e Challenges: An anonymous survey conducted by Great Rated! indicated
that 87% of employees reported that the company often or almost always
provided training, fair promotions, and personally challenging work; and 88% of
employees felt that Twitter offered more than just a job, but also the opportunity
to develop a worldwide forum of communication that creates special meaning.

e Atmosphere: The majority of Twitter employees report enjoying their
colleagues and find the workplace to be cooperative and fun. Professional
excellence requires employees to work fluidly with one another, thus minimizing
miscommunication and conflict.

e Rewards: 85% of employees reported that Twitter supports their work-life
balance and compensates them fairly. Feeling essential to company success is
a great motivator to encourage employees to strive for professional excellence.

Reading about employee feedback concerning Twitter may have you motivated to find a
career devoted to such positive professional excellence. However, successfully applying
to and being accepted at such an organization is no easy feat. You may ask yourself,
“Will I be able to get an interview? Will I be considered for a promotion at work? Will I
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fit in at my new job? What’s the best way to run a meeting? What are the qualities of a
professional presentation? How should I respond to negative coworkers?” The preceding
questions are commonly asked by people entering the workplace for the first time, as well
as by people changing job titles, duties, or careers. It seems that regardless of the position
or the industry in which you desire to work, there is one thing that will make or break
the experience: communication. So welcome to the world of business and professional
communication. As you study business and professional communication over the course
of this semester, we encourage you, regardless of your major, to take these principles and
objectives to heart. After all, communication is the key to professional excellence, and
professional excellence is the key to success.

Let us introduce ourselves as your coauthors. We approach this project with years of
experience teaching basic communication courses such as public speaking, business and
professional communication, interviewing, teamwork and leadership, organizational
communication, and public relations. Balanced with our teaching experience and expert
knowledge in the communication field are years of professional consulting and real-world
experience in a variety of industries, including retail, manufacturing, shipping, health care,
government, education, and more. We know firsthand the communication challenges you
will face and the communication skills you will need to succeed. Based on our teaching and
professional experience, we wrote this book for you, the student as developing professional.

When designing this text, we talked to professors and students alike, trying to get a
sense of their needs. Two themes emerged from those conversations. First, instructors
and professors are frustrated because students do not read their books. As a result, class
discussions, exam scores, and student learning suffer. On the flip side, students are frus-
trated because they find most books extremely expensive and full of information they
deem unimportant. Repeatedly, students asked, “Why can’t professors just put the stuff I
need to know on a PowerPoint slide?” Our goal when writing this text is to address both
problems/needs. We have tried to develop a text that speaks directly to you as a student
who desires success after graduation. We realize that those of you taking this class and
reading this text are interested in different professions and are in different stages of your
professional lives. Given the array of professional journeys taking place in the lives of you,
the readers, we have included topics that will be valuable to everyone. The topic areas of
the text will focus on beginning communication principles, entering the workplace, devel-
oping in the workplace, excelling in the workplace, presenting in the workplace, and sur-
viving in the workplace. We explore the experiences you will face as you transition from
student to professional and, eventually, to leader. You will come to understand the role
of communication in successfully handling situations such as interviewing for jobs, pro-
viding feedback to supervisors, and working in teams. As an additional feature, this text
not only discusses the greatest challenges we all face in the modern workplace but also
provides communication strategies for overcoming those challenges. Issues such as excel-
ling under the pressure of increasingly competitive cus-
tomer service demands, managing emotions when dealing

THINK YOU'VE MASTERED with irate customers, overcoming stress and burnout, and

managing difficult people are just a few of the topics cov-
THE CONTENT? ered. We hope that this approach will engage you as both

a student and a reader.
GET THE EDGE ON YOUR STUDIES.
http://edge.sagepub.com/quintanilla3e.

o Take a quiz to find out what you’ve learned. WHAT IS B US' N ESS
o Review key terms with eFlashcards. AND PROFESSIONAL
COMMUNICATION?

o Watch videos that enhance chapter content.

Although many of these subjects will be expanded upon in

@ S AGE e d g eTM later chapters, these are some of the core principles that will
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Business and Professional Excellence in the Workplace

set the foundation for your study of business and r g
professional communication.

INTERVIEWING

Obviously your first step into the business world
will involve landing a job. Interviewing is the
process of making yourself available to employers
in a formal setting and in the best possible light.
Although the main goal of interviewing is to get
a job, it also gives you the opportunity to deter-
mine whether the particular job is right for you.
Interviewing is a two-way street; you should also
use this time to make sure that an organization
meets your needs as a professional and that the
organizational culture will allow you to thrive.

pating questions, dressing appropriately, providing  more? @istockphoto.com/shironosov
credible and effective answers, and following up

after an interview are all critical aspects of being a

competent interview participant.

RELATIONAL COMMUNICATION

Although you may be an effective communicator in interpersonal settings, you need to
know how to apply relational communication to the business and professional world.
Communication initiation, maintenance, and even disengagement are all necessary skills
to possess for workplace relationships. You will be tasked with forming effective rela-
tionships with your coworkers, supervisors, customers, vendors, and subordinates. Much
of your communication will challenge you to balance small talk, self-disclosure, task
delegation, and many other functions that are essential in the workplace. Also, when
business relationships turn sour or costly, you must know how to end the relationship
with minimal tension and negative consequences.

MEDIATED COMMUNICATION

The new media have opened numerous new channels for communication professionals.
Computer-mediated communication offers convenience and timely access to pertinent
information, and it connects communicators across the globe via screen taps and mouse
clicks. However, as a communication professional you must be aware of the inherent
drawbacks of mediated communication. Be aware that traditional public speaking skills
don’t always translate as effectively (e.g., video or telephone conferences) and must be
altered to fit the situation at hand.

PRESENTATIONAL SPEAKING

Public speaking is one of the most feared—but also most important—functions of busi-
ness and professional communication. This textbook will introduce you to various types
of business presentations, including informative, persuasive, and public presentations. You
will learn how to research and prepare your presentation, how to analyze your audience
(as well as who your target audience should be), and how to create memorable and effec-
tive introductions and conclusions that will stick in the mind of your audience. You will
learn about the balance of having excellent content while also delivering it to the audience
in an engaging way. Also, you will learn about many of the multimedia presentation aids
available to you, as well as when (and if) visual aids are appropriate for your presentation.

3 . ; A When you hear the word professional, who or what comes to mind?
Knowing how to prepare for an interview, antici- Do q suit and a tie equate to professional excellence, or is it something

}
y
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Professional excellence in the workplace is depicted in a variety of . .
movies and popular television sitcoms. Do you think shows like Parks ness and professmnal contexts you will explore
and Recreation that feature characters like Amy Poehler as Leslie Knope are beginning communication principles (i.e.,

(pictured here) truly reflect what is experienced in business and professional  yerbal and nonverbal communication and listen-

contexts? Colleen Hayes/NBC Universal/Getty Images

WRITTEN DOCUMENTS

Effective professional communication asks you to be not only a great communicator
and speaker, but also an effective writer. Although the type of written communication
you engage in can vary greatly depending on your profession, there are certain universal
skills you should always have. You must know how to structure the information, select
the right style/tone/language, and determine what length is appropriate to cover all the
important information while also being short enough to keep the readers’ attention. You
must learn how to cultivate and maintain credibility, and use appropriate grammar and
punctuation to emphasize professionalism. This may seem like a daunting to-do list, but
through study and practice you will be able to create professional, engaging, and effective
written communication for your business or organization.

BUSINESS AND PROFESSIONAL
EXCELLENCE IN CONTEXT

The text’s driving theme is professional excel-
lence. To demonstrate excellence as a profes-
sional, you must demonstrate excellence as a
communicator. Excellence does not equate to
merely communicating a message effectively
or simply demonstrating communication com-
petencies. Professional excellence means being
recognized for your skills as a communicator
and serving as a role model to others. Before you
begin your journey with this important topic, it
is important to understand some fundamental
areas of communication, such as verbal commu-
nication, nonverbal communication, and listen-
ing. Additionally, it’s important to understand
the business and professional contexts that will
receive specific attention in this book. The busi-

ing), the job-seeking process, workplace culture
and diversity, interpersonal communication,
team communication, communication and technology, written communication, leader-
ship, presenting as a professional, and work-life balance. These are the contexts that will
no doubt shape your experience as a professional. Keep in mind that communication is at
the core of the business and professional contexts you will study in this course. Let’s take
a look at each one in more detail.

VERBAL AND NONVERBAL COMMUNICATION

Chapter 2 explores the importance of verbal and nonverbal communication as the foun-
dation of beginning principles needed to guide your study of business and professional
communication across contexts. Verbal communication is both our words and our verbal
fillers (e.g., um, like). Verbal messages are created through language. Effective communi-
cation involves accurate interpretations of others’ verbal messages as meaning is cocreated.
Further, nonverbal communication (sometimes referred to as body language) includes all
those ways we communicate without words.
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LISTENING i

Chapter 3 connects listening to your study
of business and professional communication.
Effective listening is central to fostering inter-
personal relationships with coworkers, lead-
ers, and clients. Effective listening can impact
one’s relationship satisfaction and can be a
determining factor in whether someone is an
effective communicator. Listening, in addi-
tion to other communication abilities, is a
likely predictor of who gets promoted or who
receives other relevant rewards such as status
and power. In all, listening is a beginning com-
munication skill or basic principle important
to your study of business and professional
communication. You will learn the importance
of listening across business and professional
contexts using the KEYS process.

The handshake is an important example of nonverbal communication
experienced in many business and professional situations. © iStockphoto.com/

skynesher

RESUMES, INTERVIEWS, AND NEGOTIATIONS

The context you will study in Chapter 4 is job seeking. Our approach is to provide
the information you’ll need to conduct a comprehensive job search and know your-
self in terms of professional goals and the type of work environment you desire. Job
seeking is one context in which business and professional excellence is critical to
your success.

GETTING TO KNOW THE DIVERSE WORKPLACE

Once you’ve landed the job, you’ll enter a diverse workplace context. You will no doubt
have coworkers whose views of the world and ways of living are different from yours.
Further, it can take time to learn the organizational culture in terms of your role and
how you fit in. As Chapter 5 explores, getting to know the diverse workplace goes
beyond new employee orientation. The diverse workplace context requires professional
excellence fostered by cultural competence, perception checking, and mutual respect.

INTERPERSONAL COMMUNICATION AT WORK

Central to your personal and professional growth in any career are the relation-
ships and overall rapport you’ll have with your boss, coworkers, and clients.
Chapter 6 reviews the importance of interpersonal communication in common
business and professional encounters. Interpersonal communication (also referred
to as people skills) helps you build relationships in your personal and professional
life, but these skills also can help you to survive many challenges (e.g., conflict,
difficult coworkers and clients).

STRENGTHENING TEAMS
AND CONDUCTING MEETINGS

Another common experience for professionals across industries is working in a team
context. You’ve probably heard other people use terms such as team player, team skills, and
team building in reference to job performance. Working in a team context can be both a
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rewarding and an exhausting experience for any
professional. Chapter 7 pays specific attention to
the team context you’ll likely encounter in your
professional life, as well as strategies that foster
professional excellence in team communication.
This chapter also focuses on the skills needed to
run effective meetings, a primary tool for team
communication.

TECHNOLOGY IN THE
WORKPLACE

Technology in business and professional con-
texts is central to communication, planning,
marketing, networking, organization, research,
and the like. Technology allows you to commu-
nicate faster than in years past with the use of
e-mail, personal digital assistants, and a host of other devices designed to make the
exchange of information in business instant rather than delayed. Chapter 8 examines
the impact of communication and technology on business and professional contexts,
including the role of social media as a professional tool and a professional barrier. As
technology enables you to excel at work with faster information exchange and interac-
tion, it’s important to be aware of the problems and misunderstandings that can occur
as the result of various technology-based communication channels.

Where would you begin to search for jobs in the industry or profession in
which you're interested? Goodshoot/Goodshoot/Thinkstock

BUSINESS AND PROFESSIONAL WRITING

Chapter 9 examines written communication as it connects to professional excellence. As
you enter business and professional contexts that require you to use written communi-
cation, it is important for you to make decisions that will ensure professional excellence.
Written communication can challenge professionals in a variety of contexts. How do
I select the correct format to get the message out? Is it appropriate for me to send this
document via e-mail? What tone should I strive for in this message? These are only a few
of the questions about written communication that you may encounter in your career.

LEADERSHIP AND CONFLICT MANAGEMENT

Chapter 10 reviews the role of leadership in business and professional contexts. In
order to excel as a leader, you must understand what leadership is and get to know
what style of leader you are and if your style works best in the business and profes-
sional context in which you’re working. Further, this chapter explores the challenges
leaders experience, as well as strategies for leading difficult people and managing
workplace conflict.

PRESENTATIONS

As a professional, you will enter situations that require you to give presentations.
The presentation context arises in many forms (e.g., informative, persuasive, moti-
vational, and team presentations). Chapters 11, 12, and 13 explore the presentation
skills essential to your professional success. When you’re faced with an opportunity
to give a formal presentation, pitch a product, present research findings, run a meet-
ing, conduct a morning huddle, acknowledge outstanding employees, or motivate
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your team in difficult times, view that speak-
ing situation as a chance to communicate
professional excellence.

WORK-LIFE BALANCE

Chapter 14 looks at how the various experiences
in your professional and personal life can be in
conflict with one another. This tension can pre-
sent quite a challenge, which can lead to stress
and burnout. We emphasize the importance
of work-life balance, explore the triggers that
cause imbalance, and present communication
strategies that enable you to sustain professional
excellence and foster meaningful and successful ~
relationships in your personal life. As much as anyone wants to be successful professionally, it's important

Present in each of these contexts is the KEYS t© think about personal and family life, too. Unfortunately, maintaining
process balance can be difficult. © iStockphoto.com/aprott

UNDERSTANDING THE KEYS PROCESS

You will learn to demonstrate professional excellence by using KEYS, a communication
process designed to enhance your ability to critically assess and then improve your com-
munication skills. By following the KEYS process, you will learn to utilize your commu-
nication strengths and develop your weaknesses, deliver audience-centered messages,
understand the communication context, and reflect on your communication with the inten-
tion and ability to improve continually.

Effective business and professional communication is central to your success when
entering the workplace for the first time, developing your skills at a job you already
have, excelling in your career, or managing challenges that may come your way. But you
may be wondering, “How can I master this multifaceted, multidimensional skill? How
can I make sense of all this information and really make it useful in my career so that I
get something practical out of it, something that can enhance my business and profes-
sional communication skills and improve my life?” The “how” you are looking for is
available to you in this course. Studying communication will enhance your skills as a
professional. Doing well in this course will afford you the tools needed for professional
excellence. Furthermore, making the KEYS process a part of your communication inter-
actions will continue your development long after this course ends.

What is the KEYS process? The KEYS process (see Figure 1.1) is central to your devel-
opment as a professional, meaning that we encourage you to personalize it as you con-
tinue to expand your understanding of business and professional communication. KEYS
is an acronym for Know yourself, Evaluate the professional context, Your communica-
tion interaction, and Step back and reflect.

The organizing feature of this text is the KEYS process, which is designed to develop
critical thinking skills and make you a more reflexive communicator with the ability to
adapt and continually improve. What we strive for in this book is a balance of theory
and practice—an approach that emphasizes skill development based on knowledge and
understanding. Review Figure 1.1 to familiarize yourself with the KEYS process. We
will use this feature to personally engage, prepare, and improve human communication
in the variety of situations we all have encountered or will encounter in our lives as
professionals, regardless of industry.
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FIGURE 1.1

KEYS TO COMMUNICATION

IN THE WORKPLACE

Know yourself
Challenging students to actively assess their skills as communicators and then develop
strategies to utilize their strengths and develop their weaknesses

Evaluate the professional context

Teaching students to proactively address the needs of their audience and understand
the constraints of the professional communication context, as well as developing their
skills for communicating with a variety of audiences and contexts

Your communication interaction
Asking students to monitor their own verbal and nonverbal communication in addition to
the audience within each interaction

Step back and reflect

Examining the effectiveness of verbal and nonverbal messages they convey to others
and the overall success of various communication interactions and then taking

what they've learned and starting the KEYS process again; developing the ability to
continually adapt and improve using a personalized communication inventory

UNDERSTANDING THE IMPORTANCE OF
HUMAN COMMUNICATION IN BUSINESS AND
PROFESSIONAL CONTEXTS

As you begin your study, it’s important to define what communication means. Communication
has been defined in many ways, but here’s the definition we prefer: Human communication is
the process of understanding our experiences and the experiences of others through the use of
verbal and nonverbal messages (Edwards, Edwards, Wahl, & Myers, 2016; Ivy & Wahl, 2014;
Regenbogen et al., 2012). People come to understand that communication in everyday expe-
riences is the essential process and skill that helps them make sense of things in both personal
and professional contexts.

Even if you have some reservations about your communication skills, you probably
consider yourself to be a good communicator and good listener. Most people do. After
all, it’s difficult to admit being bad at something you do all day, every day for your entire
life. Because communication is so much a part of our everyday lives, we think of com-
munication as a simple process. Communicating comes so naturally to us that we rarely
feel the need to give communication a second thought. When was the last time you really
stopped and examined your communication skills? Do you stop and examine your com-
munication regularly? Most people don’t.

In some cases, people who fail to reflect on their communication skills trudge through
life thinking they are great communicators when they are, in actuality, dreadful communi-
cators. They exemplify a behavior called communication bravado—perceiving their com-
munication as effective, while those around them perceive it as ineffective (Quintanilla &
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Mallard, 2008). Ineffective communicators view communication as simply talking—but
truly effective communicators know it is far more complicated than that.

Do you take your communication skills for granted? Are you suffering from commu-
nication bravado? Let us assure you that you do indeed have some weaknesses in your
communication and listening, simply because everyone does. However, understanding
why communication is important and how the communication process works is the first
step in overcoming those weaknesses and starting on the road to professional excellence.

In addition, there are several important ways in which the key areas of human
communication as a whole influence and are essential for effective communication in
the workplace.

ROLE-TAKING

The critical functions of human communication (sending and receiving messages, offer-
ing feedback, identifying the “role” of different communicators) must also be applied
to the context of business communication. For example, car salespeople must basically
give sales “presentations” to any potential buyers who visit their car lot. Much of their
success is determined by how well they can tailor their message depending on the indi-
vidual needs of many different customers. If a customer gives verbal or nonverbal cues
expressing concern about the fuel efficiency of their prospective vehicle, the salesperson
must modify the message to emphasize each car’s gas mileage as a major selling point.
This dynamic aspect of role-taking and feedback keeps the transaction flowing.

PREVIOUS COMMUNICATION EXPERIENCES

The way people respond initially to new business transactions depends greatly on their pre-
vious communication experiences in similar situations. Using the previous example, have
you experienced buying a new vehicle or making another major purchase (house, major
appliance, business)? Depending on whether that experience was positive or negative, it helps
form the basis for how you communicate in similar transactions in the future. Therefore,
from a business standpoint, your initial communication impression is of critical importance.

COMMUNICATION CHANNELS

Depending on your physical location, your communication approach can alter signifi-
cantly (Ivy & Wahl, 2014). For example, your communication with a classmate will

ACTION ITEMS
COMMUNICATION EXCELLENCE IN THE WORKPLACE

STRATEGY APPLICATION

Sales Allow online shopping for customers. | Retail outlet Target allows customers to order in-
store items from home for added convenience.

Customer service Use social media to reach out directly | Electronics retailer Best Buy responds directly
to consumers. to customer concerns and complaints via their
Facebook and Twitter pages.

Public relations Use nontraditional media platforms to | Fast-food corporation McDonald's uses a
reach the target audience. YouTube channel to show customers exactly how
their products are made.
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likely be much more informal than your communication with a professor. Similarly, the
channel of communication can also affect communication. Many people feel comfort-
able taking a more aggressive or assertive tone when using e-mail than when engaging
in face-to-face communication.

CULTURAL INFLUENCES

The way we communicate, with whom we communicate, and what we communicate are
almost always influenced by culture (Wahl & Scholl, 2014). Culture is an ongoing social
institution that has its own set of behavioral rules. For our discussion, organizational cul-
ture influences how we (as members of a business or professional organization) frame our
communication with others both within and outside that organization. For example, the
communication that takes place in a board meeting of lawyers will feature a different set of
decorum, rules, and norms when compared with a brainstorming session among creative
writers for a small company. To be a competent communicator in your organization, you
must be dynamic in adhering to the rules and norms of different communication situations.

COMMUNICATION RELATIONSHIPS

The perceived social hierarchy between communicators, whether they be strangers or
intimates, significantly influences the nature of the communication interaction. The way
you would communicate with a customer would differ from the way you communicate
with a coworker, which would also differ from how you communicate with your super-
visor. Organizational structures require that you be fluid in switching your communi-
cation strategies depending on your relationship with the other communicator(s). This
includes not only your initial communication, but also the type of feedback you give and
the amount of appropriate self-disclosure the sender and receiver provide one another.
Regardless of your major or the career path you eventually follow, effective commu-
nication will be essential to your success in the workplace (Gray, 2010). Your fellow
students understand the value and importance of communication in their careers. Of
116 students surveyed at a southwestern university, 97% agreed that communication is
a valuable skill and 88% saw themselves using oral presentation skills in their careers
(Mallard & Quintanilla, 2007). Further support for the importance of communication
in your professional careers comes from business and industry focus groups. You’ll notice
that all the competencies listed in the “Tools for Professional Excellence” box below are
connected to your study of business and professional communication in this course.

COMMUNICATION: A COMPLEX PROCESS

Communication is a complex process that consists of a number of elements, all of which
are in play every time you communicate (see Figure 1.2). Those who demonstrate profes-
sional excellence consider these elements every time they communicate. By the end of this
semester, so will you. Let’s examine each of these elements in more detail.

SENDER AND RECEIVER

We stated earlier that, speaking practically, communication involves sending and
receiving messages. So it should be no surprise that you take on the roles of sender and
receiver when you communicate. When you are acting as the sender, you encode your
messages with verbal and nonverbal cues to help others understand what you mean.
When the receivers of your messages respond or decode your message, you find out
if your message was successfully transferred. In one sense, this exchange of message
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TOOLS FOR PROFESSIONAL EXCELLENCE 1.1
SKILLS YOU NEED FOR YOUR CAREER (BASED
ON A 2015 BLOOMBERG SURVEY OF JOB RECRUITERS)

When thinking about your future career path consider the skills and attributes that recruiters really desire:

DESIRABILITY SKILLS AND COMPETENCIES

More Common/Less Desired o |Initiative/risk-taking

e Decision making

e Global mindset
Entrepreneurship
Quantitative skills

Motivation/drive

Less Common/Less Desired Industry-related work experience
Adaptability

Less Common/More Desired Strategic thinking
Creative problem-solving
Leadership skills

Communication skills

More Common/More Desired e Analytical thinking

o Ability to work collaboratively

SOURCE: Levy, F., & Rodkin, J. (2015). The Bloomberg recruiter report: Job skills companies want but can't get. Bloomberg. Adapted from http://www.bloomberg.com/
graphics/2015-job-skills-report

and response is a cocreation of meaning, in that both parties play a role in cocreating
a meaningful exchange. Although the person initiating the exchange (the sender) can’t
control how the listener (or receiver) interprets the message, the goal is for the listener
to understand the meaning of the message as the sender intended it.

The respective roles of sender and receiver in communication seem fairly clear-cut, but
in truth, communication is experienced in a more holistic manner—not as senders and
receivers but as communicators. Consider an example: You run into a friend, Pat, while
walking to class. Pat says, “Hey, how’s it going?” You return the greeting and begin to
tell Pat about your plans for the weekend (you are attending a cousin’s wedding). At some
point during the story you are telling (how your cousin met her fiancé), you notice Pat
checking his wristwatch. You cut off your story and say goodbye, and each of you
walks to class. In one view of this example, you and Pat switch off as senders and
receivers: Pat sends you a greeting, which you receive; you send Pat an explanation of
your weekend plans and a story, which Pat receives; then Pat sends you a nonverbal
cue that time is short, which you receive by ending the encounter. In another view of
this example, you and Pat are both communicators, as you simultaneously send and
receive messages.

13
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FIGURE 1.2
INTERACTION MODEL OF
COMMMUNICATION

DECODE

© MESSAGE CHANNEL

DECODE

MESSAGE CHANNEL
NOISE

TARGET
REGEIVER

MESSAGE AND FEEDBACK

Implicit in the preceding discussion of senders and receivers is that a message is com-
municated. One principle from the field of communication suggests that you cannot not
communicate.

To say that you cannot #ot communicate is 7ot to say that everything is communi-
cation. Rather, it means that messages have both a verbal and a nonverbal component.
In the previous example, Pat did not say anything verbally, but he did send a message
nonverbally when he checked his watch. What was his message? That is not clear. He
may have been giving a nonverbal cue that your wedding story was too long. He may
have had an appointment and needed to be on his way. Only Pat knows for sure. The
point is, regardless of whether or not Pat intended to provide a message, he did, and you
responded in accordance with the meaning you took from that message.

Also included in the communication model is feedback. In the model, you will see that
feedback is sent from the receiver to the sender. However, since the distinction between
sender and receiver is in many ways arbitrary, feedback is the same as the message. The
notion of feedback reminds us, as communicators, to look for cues from the other person
or persons with whom we are communicating.

CHANNEL

The channel is simply the method by which you send your message. With all the tech-
nology available today, deciding which channel to use can be a daunting task. When you
advance in your career and move into a leadership position, you’ll have to evaluate the
merits of various communication channels daily. Given the message, should you meet
with members of your team one-on-one or call a meeting? Is it better to send a memo or
an e-mail? Should you call, or should you text? Each communication channel brings with
it a variety of strengths and weaknesses that will be discussed in a later chapter.
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CONTEXT

Always and everywhere, communication is
contextual. Context refers to the location, time,
and occasion where communication occurs.
Developing professional excellence means begin-
ning to assess your communication context and
use that information when developing your mes-
sage. For instance, consider the context of the
business and professional communication course.
Virtually everyone in the course is there because
they have to be. As a result, if you give a speech in
this course, your audience may not be interested
in or knowledgeable about the topic you select;
you might need to educate them and take con-
scious steps to capture their interest. However, if
you are giving a speech to a group of employees
about their cost-of-living and merit raises, they
will be hanging on your every word.

Professionals send and receive verbal and nonverbal messages in a variety
of contexts. ©iStockphoto.com/59911120

NOISE

Noise is part of the communication context. Noise can be either external or internal.
External noise includes distractions such as audible talking during a meeting, ruffling
of papers, or a cell phone going off in the next cubicle. For our purposes, the definition
of external noise is extended to include any external factor that could interfere with a
communicator’s ability to focus on the message. In a meeting, external noise might also
include a team member sending text messages with the sound on or whispering while
your boss is talking.

Internal noise encompasses any internal condition or state that interferes with the
communicator’s ability to focus on the message. If your meeting starts at 11:00 a.m.,
your team members may be looking forward to lunch; if you hold an emergency
meeting at 6:00 a.m., your team may be tired. Being hungry or tired creates internal
noise. Developing professional excellence includes learning to consider things such

Your Communication Interaction

ANNOYING COWORKERS

As you read the passage below, consider what would be a  the head of the company an e-mail in which he lets out all
more effective communication strategy in this situation. of his frustration.

Doug just began a new job at a software company. He
loves his new workplace, except for a few obnoxious QUESTIONS TO CONSIDER

coworkers. These particular coworkers continually leave 1. Was sending an e-mail the best way for Doug to

food and trash lying around, play loud music in the middle express his feelings about his coworkers, or could he
of the workday, and tell inappropriate jokes in front of the have used a different communication channel?

other employees, all to the point that Doug’s ability to . What are some things Doug should keep in mind the
get work done has deteriorated. Doug has tried asking next time he communicates in the workplace using

the employees to quiet down, to no avail, and is now e-mail?

considering bringing his concerns to the head of the . What are some situations where e-mail is the ideal form
company, who is rarely in the office. Doug decides to send of communication?
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as context and noise when making decisions about your communication interac-
tions. Remember that both internal and external noise are doing more than just
preventing you from focusing on the message. That is, both types of noise can also
interfere with your understanding of the message. You can be focused on a message
and still not understand.

SOCIAL MEDIA AND TECHNOLOGY: KEY
CHALLENGES IN THE COMMUNICATION AGE

Although new technologies such as smartphones, social networking, and Skype can make
communication a more convenient task, these new channels of communication create their
own sets of problems if not used effectively (Edwards et al., 2016). Simply because you have
the ability to communicate with different people and cultures across the globe does not
mean you are ready to work with these people if you lack training and cultural sensitivity.
Also, when relying almost exclusively on computer-mediated communication for business
and professional interactions, you run the risk of letting your face-to-face communication
skills suffer. Another issue is that constant availability and connection with your work life
can lead to stress, burnout, and information overload if you do not “unplug” from work
from time to time. Here are some common challenges to business communication in the
information age.

¢ Knowing when to use computer-mediated communication or face-to-face com-
munication can be challenging. A common problem now is that we have almost
too many choices available to us for communicating with others. E-mail, texting,
and instant messaging have become the de facto choice of communication for many
people, but what about those who are not as connected to their smartphones or
computers? There are still many “traditional” communicators who prefer the inti-
macy of face-to-face interactions and find e-mail or text interactions to be dismissive
or insulting.

By this same reasoning, new media are inhibited in their ability to transmit non-
verbal cues of intimacy and familiarity. How many times have you read a text message
and not been able to decipher if the text is a joke, sarcastic, or completely serious?
These types of miscommunications happen continually, and they have the potential to
unintentionally ruin business relationships.

So when is it appropriate to use face-to-face or computer-mediated communica-
tion? Current literature suggests that new media are appropriate for sending routine
and simple information, but face-to-face communication is better for complex, urgent,
or controversial messages. Keep in mind there is no “one size fits all” approach to
choosing the appropriate communication channel. Your continued study and applica-
tion of business and communication are what will ultimately allow you to make the
right decisions about what communication channels to use.

e Practicing cultural sensitivity can be difficult. As business and commerce increas-
ingly take place on a global scale, the ability to communicate with cultural sensitivity
cannot be overstated. Many businesses rely on global exposure for success, and part of
that success involves communicating with individuals who can be quite different from
you. For intercultural communication competence, you must be an active learner of
values, language systems, and cultural communication norms.

Intercultural communication involves the communication between and among
individuals and groups across national and ethnic boundaries (Wahl & Scholl, 2014).
Understanding and effectively engaging in this type of communication can put you
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head-over-heels above other professionals in
your organization. For the most part, your
personal cultural background determines the
way you communicate—how personal beliefs
influence what you say, what language you
use, and even your nonverbal gestures. These
in turn will alter how others respond to your
communication. For example, a common job
interview or negotiation strategy in the United
States is to make consistent eye contact with
your communication partner. However, in
many Asian cultures, prolonged eye contact
can be construed as a sign of disrespect, or
even belligerence. This lack of cultural aware-
ness could easily disrupt business negotiations

across cultures. What experiences have you had speaking into a microphone? Did using a

microphone increase your communication apprehension? ©iStockphoto.com/
e Information overload can negatively Sean-Waren

affect your work and health. The price we

pay for convenience and immediacy with computer-mediated communication is the

difficulty of disconnecting from it. Constant connectivity can sometimes be abused

by making yourselves or others constantly available. Have you ever had a day off

from work ruined because your boss e-mailed new work after business hours?

All the digital media you use for convenience, work, and enjoyment (smartphone,

social media, e-mail) can result in information overload, which exposes you to

more messages than you can process. Research has shown that a growing number

of employees are feeling overwhelmed by the seemingly endless flow of e-mail and

text messages, and feeling pressured to respond to messages as soon as they receive

them (Edwards et al., 2016; Ivy & Wahl, 2014; Wahl & Scholl, 2014). Remember

that although being connected is important and sometimes essential to business

communication, it is also equally important to give yourself an avenue to step away

from constant digital interaction.

COMMUNICATION APPREHENSION

Effective communication skills are essential if you want to excel in leadership. Put
simply, to move up the ladder of success, you must develop your communication skills.
Unfortunately, communication apprehension is a very real problem that stops many
talented individuals from achieving professional excellence. What is communication
apprehension?

TYPES OF COMMUNICATION APPREHENSION

According to James C. McCroskey (1982), one of the leading researchers in the com-
munication discipline, communication apprehension is “an individual’s level of fear or
anxiety associated with either real or anticipated communication with another person or
persons” (p. 137). You can understand your own communication apprehension by think-
ing about your communication in particular situations. What types of communication
situations increase your apprehension? According to McCroskey (1984), there are at least
four types of communication apprehension:
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e Trait communication apprehension means that one possesses a “shy trait.” In
general, shy people tend not to raise their hands in class a lot, avoid certain social
situations, and feel extremely anxious about giving a professional presentation.

e Context-based communication apprehension describes a fear of communicat-
ing in certain contexts. A fear of public speaking is a great example of context
communication apprehension. For example, a student may not be nervous about
meeting new people or participating in small groups, but presenting a speech in
front of the class promotes a high degree of apprehension.

e Audience-based communication apprehension explains a person’s fear of speaking
to certain people or groups. For example, a person may feel comfortable speaking
in front of friends in his or her social circle, but speaking in front of colleagues at
work makes him or her extremely nervous.

e Situational communication apprehension refers to apprehension to communicate
in specific sets of circumstances; everyone at some point in their lives is going to
feel apprehensive about communicating something. Think of a person you might
want to impress, such as a boss or an interviewer. In general, you are an outgoing
person and don’t mind presenting in front of people, but someone you want to
impress may promote an uneasy or anxious feeling.

CAUSES OF COMMUNICATION APPREHENSION

Now that we’ve reviewed the different types of communication apprehension, let’s take
a look at some of the causes. Communication scholar Michael Beatty (1988) lists eight
causes of communication apprehension. Review the list that follows to see if any of the
causes resonate with you personally:

e Novelty: If the type of communication situation, such as giving a speech or run-
ning a meeting, is not something you do every day, it can create apprehension
until you become familiar with this task or situation.

o Formality: Preparing and organizing something to be in the spotlight can pro-
mote the feeling of formality that makes you nervous or apprehensive.

e Subordinate status: If someone in charge of you, such as a manager at work, is
evaluating your presentation, his or her higher status and evaluation can cause
anxiety.

e Peer evaluation: How are my coworkers going to respond to me? This question
addresses concerns you may have about your peers evaluating you. These con-
cerns can in turn cause apprehension.

e Dissimilarity: Sometimes you may feel different from the audience. Having noth-
ing in common with the audience causes anxiety.

e Conspicuousness: Feeling as though you are in the spotlight and all eyes are on
you can certainly cause anxiety.

o Lack of attention: When you feel as though a listener or the audience is bored
and uninterested in your message or presentation, you may begin to feel
apprehension.

e Prior history: Many people have had a bad experience during a communication
interaction, such as an interview, a presentation, or a meeting. This negative expe-
rience can create anxiety the next time you find yourself in a similar situation.
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As you can see, there are many different types and causes of communication
apprehension. Identifying the types and causes of your communication apprehen-
sion is important, but not nearly as important as learning the skills that will reduce
those fears.

Know Yourself:

PERSONAL REPORT OF COMMUNICATION APPREHENSION

As you read the index below and answer the questions,
think about how this knowledge can help you be a better
communicator.

PERSONAL REPORT OF COMMUNICATION
APPREHENSION (PRCA-24)

The PRCA-24 is the instrument most widely used to
measure communication apprehension. The measure permits
one to obtain subscores on the contexts of public speaking,
dyadic interaction, small groups, and large groups.

This instrument is composed of 24 statements
concerning feelings about communicating with others. Please
indicate the degree to which each statement applies to you
by marking whether you strongly disagree = 1; disagree = 2;
are neutral = 3; agree = 4; or strongly agree = 5.

. | dislike participating in group discussions.

. Generally, | am comfortable while participating in
group discussions.

. I am tense and nervous while participating in
group discussions.

. I like to get involved in group discussions.

. Engaging in a group discussion with new people
makes me tense and nervous.

. I am calm and relaxed while participating in group
discussions.

7. Generally, | am nervous when | have to participate

in a meeting.

. Usually, I am comfortable when | have to
participate in a meeting.

.l am very calm and relaxed when | am called on to
express an opinion at a meeting.

. | am afraid to express myself at meetings.

. Communicating at meetings usually makes me
uncomfortable.

. I am very relaxed when answering questions at a
meeting.

. While participating in a conversation with a new
acquaintance, | feel very nervous.
| have no fear of speaking up in conversations.

Ordinarily, | am very tense and nervous in
conversations.

__16. Ordinarily, | am very calm and relaxed in
conversations.
____ 17 While conversing with a new acquaintance, | feel
very relaxed.
____18.I'm afraid to speak up in conversations.
_____19.1 have no fear of giving a speech.
____20. Certain parts of my body feel very tense and rigid
while giving a speech.
21. | feel relaxed while giving a speech.
22. My thoughts become confused and jumbled
when | am giving a speech.
23. | face the prospect of giving a speech with
confidence.

24. While giving a speech, | get so nervous | forget
facts | really know.

SCORING:
Group discussion: 18 — (scores for ltems 2, 4, and 6) +
(scores for ltems 1, 3, and 5)

Meetings: 18 — (scores for ltems 8, 9, and 12) + (scores
for ltems 7,10, and 11)

Interpersonal: 18 — (scores for ltems 14, 16, and 17) +
(scores for ltems 13, 15, and 18)

Public speaking: 18 — (scores for ltems 19, 21, and 23) +
(scores for ltems 20, 22, and 24)

Group discussion score: ______
Meetings score: ___
Interpersonal score: ______
Public speaking score: __

To obtain your total score for the PRCA, simply add
your subscores together:

Scores can range from 24 to 120. Scores below 51
represent people who have very low communication
apprehension. Scores between 51 and 80 represent
people with average communication apprehension. Scores
above 80 represent people who have high levels of trait
communication apprehension.
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Step Back and Reflect:
ETHICAL CONSIDERATIONS

Throughout this text, you will be given opportunities to

step back and reflect on other people’s communication
interactions. But in this first exercise, we would like you to
step back and reflect on your own communication. Read
the questions below. When it comes to both your written
and your verbal communication, can you always answer yes
to these questions? Can you think of examples for which
you could not answer yes?

Lying: Are you telling the truth?

Secrets: Are you respecting the boundary placed
around information by avoiding disclosure to others?

Integrity: Are you discerning right from wrong and
explaining your reasoning for your decision? In other
words, are you vocal about the ethics driving your
decision (e.g., care and love, financial, respect for

Aggressive communication: Are you communicating
with others without aggression and abuse of power?
Are you communicating with others in a dignified

and respectful manner? Are you communicating with
mutual respect and open dialogue?

Plagiarism (cheating): Are you communicating
information that is authentic and not plagiarized? Is the
source of information being credited appropriately?

STEP BACK AND REFLECT
1.

2.

Have you ever taken part in any of these communication
behaviors?

If so, did you consider them unethical? Why or why
not?

Did you consider them unprofessional? Why or why
not?

individual rights, equal for all)?

COMMUNICATION ETHICS

With professional excellence as our goal, we believe that ethical behavior must serve as a
foundation for people to be treated with fairness, dignity, and respect. Central to profes-
sional excellence is communication ethics. Ethics is the general term for the discussion, deter-
mination, and deliberation processes that attempt to decide what is right or wrong, what
others should or should not do, and what is considered appropriate in our individual, com-
munal, and professional lives (By, Burnes, & Oswick, 2012; Japp, Meister, & Japp, 2005;
Johannesen, Valde, & Whedbee, 2008). What considerations or factors help shape our ethi-
cal decisions as professionals? Ethical considerations are the variety of factors important for
us to consider in any scenario in which we’re making a decision, conducting an evaluation,
or making a selection (Bok, 1989, 1999; Carter, 1996; Japp et al., 2005; Mathenge, 2011;
Tannen, 1998). Ethical considerations vary from person to person, and it is not always as
simple as the black-and-white world of right and wrong. For example, you may experience
ethical dilemmas, situations that do not seem to present clear choices between right and
wrong or good and evil. If you are asked to do something illegal, then it may be easy to make
a decision. “No, I will not do something illegal.” But what if it is not illegal? What if everyone
else does it? What if it is just bending the rules a little bit? The questions in the “Step Back and
Reflect” box are ones that ethical communicators must always consider.

Many ethical considerations are connected to our values and virtues. Values are moral
principles or rules that determine ethical behaviors. Values are often articulated in should
or should-not statements. Sometimes values are presented as statements of what a group
believes or as lists of rules people intend to honor. Many readers of this text will take jobs
in industries that ask all employees to support organizational values, specific principles or
guidelines such as safety, teamwork, integrity, or ownership that are typically outlined in
support of any given organizational mission or goal. For example, some health care systems
and private education institutions ask employees to support certain religious values. Regard-
less of industry, organizational values address both the experience of the people working for
the company and the experience of customers with service and product quality. To minimize



ethical dilemmas in your professional career, seek employ-
ment with organizations that share your values.

Once you’ve been promoted or elected into a particu-
lar position of leadership, you may think, “That’s it—job
over; I've arrived.” We emphasize that leadership is a skill,
one that needs to be developed and maintained through-
out life. Think about the qualities of excellent leaders.
Ethics should be among those qualities. And like all other
leadership skills, your ethics must be developed and con-
tinually maintained. Although not every reader of this
book is currently in a leadership position, has the goal of
becoming a CEO, or even wants to become a leader, the
KEYS process with communication ethics at the founda-
tion drives excellence in professional situations.

KEYS FOR EXCELLENCE
IN THE WORKPLACE

We opened this chapter with attention to how the pop-
ular social-networking website Twitter embodies com-
munication and professional excellence by considering
employees’ feedback about their experiences at work.
We defined human communication and provided a
practical communication model. We defined profes-
sional excellence: being recognized for your skills as a
communicator, serving as a role model to those around
you, recognizing your strengths and developing your
weaknesses, being audience centered, understanding
the context, and possessing the ability to adapt and
continually improve.

ETHICAL CONNECTION

TOM'S LACK OF COMMUNICATION

As you read this passage and answer the questions,
consider how the way you communicate has an ethical
dimension.

Tom is a recent college graduate who landed a job

as an information technology manager at a computer
manufacturing plant. Tom never really enjoyed talking to
new people, so he made sure his degree involved working
with computers so that he could minimize his interactions
with coworkers. However, once he began his new job,

it became obvious that a great deal of his work involved
interacting with other people. Because Tom disliked
communicating with his coworkers, he was often perceived
as grumpy and unfriendly. Management made several
attempts to coach Tom on his communication skills, but
he refused to make any effort to work well with others. His
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Taking part in something as common as office gossip is an
ethical consideration. Is the gossip true? Does it show respect for
boundaries? What does it say about your integrity? Creatas Images/
Creatas/Thinkstock

lack of communication led to technical problems going
unaddressed and sabotaged the company’s team-based
working environment. Tom was eventually fired from his
position and attempted to find another job that did not
require him to interact with other employees.

QUESTIONS TO CONSIDER

1. What is the ethical issue with Tom refusing to
communicate with his coworkers?

2. Is Tom wrong to assume that there are many jobs out
there that do not require communication skills?

. What could Tom have done differently to save his job

at that particular company?
How could Tom use the KEYS process to train himself
to be a better communicator?
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Next, we situated our topic of study within the workplace as a communication con-
text and discussed communication apprehension as a common obstacle for professionals.
We introduced the KEYS process as a way for professionals to develop their communi-
cation. Know yourself means actively assessing your skills as a communicator and then
developing strategies to utilize your strengths and develop your weaknesses. Evaluate the
professional context entails proactively addressing the needs of your audience and under-
standing the constraints of the communication situation, as well as developing your skills
for communicating with a variety of audiences and situations. Your communication
interaction requires you to monitor your own verbal and nonverbal cues, in addition to
the cues from the audience within each communication interaction. Step back and reflect
encourages you to examine the effectiveness of ver-
bal and nonverbal messages you convey to others
and the overall success of various communication
interactions and then take what you’ve learned and
start the process again, developing the ability to
adapt and improve continually.

This introductory chapter has provided you with
an understanding of some of the basic terminology
and the importance of communication excellence.
In the second chapter, we explore some of the most
important verbal and nonverbal skills needed to
enter the workplace or, put simply, how to put the
KEYS process into action.

Know yourself

= Evaluate the professional context
= Your communication interaction with others

Step back and reflect

Want a better grade?

Get the tools you need to sharpen your study skills.
Access practice quizzes, eFlashcards, video, and multimedia at
http://edge.sagepub.com/quintanilla3e.

®SAGE edge”

EXECUTIVE SUMMARY

Now that you have finished reading this chapter, you should be Identify business and professional

able to: communication contexts:

e The business and professional contexts you will
explore are beginning communication principles (i.e.,
verbal and nonverbal communication and listening), the
job-seeking process, workplace culture and diversity,

Define professional excellence and communication:

e Professional excellence means being recognized for your skills
as a communicator and serving as a role model to others (p. 6). interpersonal communication, team communication,

e Human communication is the process of understanding our communication and technology, written communication,
experiences and the experiences of others through the use leadership, presenting as a professional, and work-life
of verbal and nonverbal messages (p. 10). balance (p. 6).

e Regardless of your major or the career path you eventually
follow, effective communication will be essential to your
success in the workplace (p. 12).


http://edge.sagepub.com/quintanilla3e

Identify the four KEYS to

communication in the workplace:

e Know yourself: challenging people to assess their skills as
communicators actively and then develop strategies to utilize
their strengths and develop their weaknesses (p. 10).

e Evaluate the professional context: teaching people to
address the needs of their audience proactively and
understand the constraints of the professional communication
context, as well as developing their skills for communicating
with a variety of audiences and contexts (p. 10).

e Your communication interaction: asking people to monitor
their own verbal and nonverbal cues in addition to the cues of
the audience within each communication interaction (p. 10).

e Step back and reflect: examining the effectiveness of verbal
and nonverbal messages we convey to others and the overall
success of various communication interactions and then
taking what we've learned and starting the process again;
developing the ability to adapt and improve continually (p. 10).

Discuss the importance of human communication

in business and professional contexts:

e Role-taking and feedback are critical to the success of
business and professional communication (p. 11).

e Communicators are affected by their previous
communication experiences (p. 11).

e Physical surroundings and communication channels
influence communicators (p. 11).

e Communication is altered by cultural influences (p. 12).

e Communicators are influenced by the perceived relationship
between them (p. 12).

Explain the components of the communication model:

e The person initiating the exchange is the sender, while the
person listening to the exchange is the receiver (p. 12).

e Generally speaking, the process of sending and receiving
communication is that a message is communicated (p. 12).

e When you are acting as the sender, you encode your
messages with verbal and nonverbal cues to help others
understand what you mean (p. 12).

e When the receiver of your message responds or decodes
your message, you find out if your message was successfully
transferred (p. 13).

e Feedback is communication sent from the receiver back to
the sender (p. 14).

e The channel is the method by which you send your message
(e.g., voice, phone, e-mail) (p. 14).

e Context refers to the location, time, and occasion where
communication occurs (p. 15).

e Noise can be either external or internal. External noise
includes distractions such as audible talking during a
meeting, ruffling of papers, or a cell phone going off in
the next cubicle. Internal noise encompasses any internal
condition or state that interferes with the communicator's
ability to focus on the message (p. 15).
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Describe the communication challenges
posed by social media and technology:

Knowing when to use computer-mediated communication or
face-to-face communication can be challenging. A common
problem now is that we have almost too many choices
available to us for communicating with others (p. 16).
Practicing cultural sensitivity can be difficult. As business
and commerce increasingly take place on a global scale,
the ability to communicate with cultural sensitivity cannot be
overstated (p. 16).

Information overload can negatively affect your work and
health. The price we pay for convenience and immediacy
with computer-mediated communication is the difficulty of
disconnecting from it (p. 17).

Identify the types and causes
of communication apprehension:

Trait communication apprehension means that one
possesses a “shy trait” In general, shy people tend not to
raise their hands in class a lot, avoid certain social situations,
and feel extremely anxious about giving a professional
presentation (p. 18).

Context-based communication apprehension describes a
fear of communicating in certain contexts (p. 18).
Audience-based communication apprehension explains a
person's fear of speaking to certain people or groups (p. 18).
Situational communication apprehension refers to
apprehension to communicate in specific sets of
circumstances; everyone at some point in their lives is going
to feel apprehensive about communicating something (p. 18).
Causes of communication apprehension include novelty
(when the type of communication is not something you do
every day), formality (when a communication is being prepared
that will be in the spotlight), peer evaluation (when concerns
arise about how coworkers will respond), and prior history
(when a prior bad experience in a communication interaction
causes anxiety in similar situations), among others (p. 18).

Discuss communication and professional
excellence from an ethical perspective:

Ethics is the general term for the discussion, determination,
and deliberation processes that attempt to decide what is
right or wrong, what others should or should not do, and
what is considered appropriate in our individual, communal,
and professional lives (p. 20).

Ethical considerations are the variety of factors important
for us to consider in any scenario in which we're making
a decision, conducting an evaluation, or making a
selection (p. 20).

Ethical dilemmas are situations that do not seem to
present clear choices between right and wrong or good
and evil (p. 20).
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EXPLORE

1. Visit any of the websites for major social media companies
(Facebook, Twitter, LinkedIn, etc.). Under the “About Us”
section, read the company mission statement and goals for

the organization. Do you believe the company communicates 3.

professional excellence to its audience? Write a brief

statement either agreeing or disagreeing with this question.
2. Break into small groups and create a bulleted list of what

your team believes embodies professional excellence in

communication. Compare your list with those of other groups
in the class. Are there any practices that are universal across
all groups?

Select any company or organization, and write a brief
summary of its best communication practices. How can you
apply these practices to your study of communication and to
your professional career?

Check your answers to these questions at http://edge.sagepub.com/quintanilla3e.

1. Define human communication. 6.
2. Perceiving your communication as effective while those 7.
around you perceive it as ineffective is known as
3. Identify the four steps of the KEYS process.
4. The is the method by which you send your
message.
5. refers to the location, time, and occasion where 8.

communication occurs.

Define communication apprehension.

is the general term for the discussion,
determination, and deliberation processes that attempt to
decide what is right or wrong, what others should or should
not do, and what is considered appropriate in our individual,
communal, and professional lives.

are principles or guidelines that support an
organizational mission or goal.

1. What are the contexts for business and professional

excellence?

DISCUSSION QUESTIONS

2. Why is it important to study communication?

3. Why must a speaker consider all the elements in the
communication model for communication with excellence?

4. Discuss the KEYS process introduced in this chapter. What

are the four KEYS features?

5.

Work through a personal example—something you either
encountered in the past or are presently experiencing—to
help you make sense of the KEYS process. Does it help you
get more familiar with the situation? Are there changes you
need to make considering this particular situation?

TERMS TO REMEMBER

Review key terms with eFlashcards. http://edge.sagepub.com/quintanilla3e.

audience-based communication
apprehension (p. 18)

channel (p. 14)

communication apprehension (p. 17)

communication bravado (p. 10)

context (p. 15)

context-based communication
apprehension (p. 18)

decode (p. 12)

encode (p. 12)

ethical considerations (p. 20) organizational values (p. 20)

ethical dilemmas (p. 20)
ethics (p. 20)

external noise (p. 15)
feedback (p. 14)

professional excellence (p. 6)
receiver (p. 13)

sender (p. 13)

situational communication

human communication (p. 10) apprehension (p. 18)

internal noise (p. 15)

trait communication

interpersonal communication (p. 7) apprehension (p. 18)

message (p. 14)
noise (p. 15)

values (p. 20)
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