routine ’nquiry, 143
neutral messages, 142

girect order, 142
objective, 142

| When is the direct order appropriate in inquiries? When

would you use the indirect order? Give examples. LO1 ©
5 spxplanations in inquiries merely add length and should
- bf’gl’inﬁnated.” Discuss. LO3 7

3 Discuss why just reporting truthfully may not be a suffi-
. cient strategy for handling negative information in mes-

sages answering inquiries. LO4 8
4 Defend a policy of doing more than asked in answering
routine inquiries. Can the policy be carried too far? LO4 9

5 what can acknowledgment messages do to build good-

will? LO5

SKILLS BUILDING EXERCISES

1 Point out the shortcomings in this email response to an
inquiry about a short course in business communication
that Casey Webster’s company offered to its employ-
ees. The course was taught by a local college professor.

Mr. Braden’s initial inquiry included five questions:

(1) How did the professor perform? (2) What was the
course format (length, meeting structure)? (3) What was
the employee evaluation of the instruction? (4) Was the
course adapted to the company and its technical employ-
ees? (5) Was homework assigned? LO1, LO2, LO4

Subject: Course evaluation
Mr. Braden:

Your January 17 inquiry addressed to the Training
Director has been referred to me for attention since
we have no one with that title. | do have some
training responsibilities and was the one who
organized the in-house course on clear writing.

You asked five questions about our course.
Concerning your question about the
instructor, Professor Alonzo Britt, | can report
that he did an acceptable job in the classroom.

true question form, 145
order ncknom.dgm,m 188
thank-you messages, 157

ITICAL THINKING QUESTIONS

Some of the students, including this writer, felt

CHAPTER 7 Getting to the Point in Good-News and Neutral Messages

direct claim, 183
ot grant, 166

iMermal-operationas
Sommunications, 189

Why is it usually adyis
claim in an adjustme

able to do more than just

grant the
nt-grant message? LO7
Discuss the use of directness in internal-
communications. Why is it desirable? Can
done? When might indirectness be appropriate? LO8

Operational
it be over-

that the emphasis was too much on grammar and
punctuation, however. He did assign homework,
but it was not excessive.

We had class two hours a day from 3:00 to
5:00 pm every Thursday for eight weeks. Usually
the professor lectured the first hour. He was a good
lecturer but sometimes talked over the heads of the
students. This was the main complaint in the evalua-
tions the students made at the end of the course, but
they had many good comments to make also. Some
did not like the content, which they said was not
adapted to the needs of a technical worker. Overall,
the professor got a rating of B- on a scale of Ato k.
We think the course was good, but it could
have been better adapted to our needs and our peo-
ple. | also think it was too long—about 10 hours (ﬁve
meetings) would have been enough. Also, we think
the professor spent too much time lecturing and not
enough on application work in class. _
Please be informed that the information
about Professor Britt must be held in confidence.

* Casey Webster
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3 Listyour criticisms of this email message inquiring about
a convenience store advertised for sale: LO3

Subject: Store details needed

Mr. Meeks:
This is in response to your advertisemgnt in the
May 17 Daily Bulletin in which you describe a con-
venience store in Clark City that you want to sell.
1 am very much interested since | would like to
- relocate in that area. Before | drive down to see
‘ property, | need some preliminary informa-
tion. Most important is the question of financing.
. 'am wondering whether you would be willing to
finance up to $50,000 of the total if | could come
up with the rest, and how much interest you would

PROBLEM-SOLVING CASES

Routine Inquiries

I You recently learned
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- wing thank-you from
Criticize the following 4 a
4 St:deﬂt to a professor who has sent her a,gbu;n%

Subject: Thanks
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there tomorrow!
Sarah

5 Critique the following direct claim message: LOg
| wonder if you would consder reducing the b
| recently received for repair work that Tom, one
of your men, performed last week. | did not real-
ize that he would charge me for the time he Spent
going to Home Depot to getmepwtsmnm
If 'd known this, | probably wouldn’t have chosen
your company to do the work. :

Please let me know your reply as soon as possibie,
Kim Keeley

6 Criticize the following operational message from a s
taurant manager: (LO8)

Wait staff:

It has come to my attention that our customer ser-
vice is substandard. We will therefore hold mande-
tory training sessions over the next three weeks.
See your shift supervisor to plan your work sched-
ule so that you can attend.

that there’s a mentor in this very area. Write an email to ﬁ"’
person in which you ask your questions. Find ot the mal®
things youd like to know about this field of employment®
a way that shows consideration for the reader and demo™
Strates your own serjoys interest in that type of job. (iFyou
instructor directs, yge ejther someone you know of il
On€ YOU'Ve researched op, the Internet and through other ™

So'lu'ces. Turn in 4 one-paragraph profile of this perso?
With your emaj) of inquiry,)

i




