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Be Careful about Using the Priority Flag

You will routinely make requests of others that are time-sensitive. If you too often set the priority flag on such emails, your
colleagues may become annoyed, perceiving you as pushy. In fact, some business professionals are more likely to ignore emails
when the priority flag is set. If you need something urgently, mention it politely in the subject line or use a rich communication
channel such as a phone call to gain buy-in.

Let Others Know When You Will Take Longer Than Anticipated to Respond or Take Action

If you can’t respond to a request made in an email, reply immediately and explain how soon you can respond in full. You might use
phrases such as “I will respond to your email by next Tuesday,” or “I can take care of this by the end of next week.”

Avoid Contributing to Confusing and Repetitive Email Chains

Email chains are groups of emails that are sent back and forth among a group of people. As the number of messages and people
involved in an email chain increases, confusion can build. Consider the following complaint of a business professional:

One of my biggest pet peeves has to do with forwards. My company will often send out a corporate email to the all-
hands list, then a program manager will forward that email to the same all-hands list “in case you didn’t get this,” then
the department head will forward the same email back to the same all-hands list “in case you didn’t get this.” Often
another layer or two of management feels compelled to forward the same email down to their organizational levels for
the same reason. I'm not exaggerating when | say that | often have to delete the same email five or six times! Please, if
you're in the habit of forwarding announcements for “FY1” reasons, pay attention to which lists you're forwarding to and
which people are already on those lists."°

Three features contribute to email chains: forward, copy, and reply to all. The forward feature allows you to send any message
you receive to others with the click of the mouse. As always, make sure that those you are forwarding the message to need to see
the email. Also, consider whether the original sender would consider it appropriate for you to forward the email to others; after all,
he or she did not place those people on the original email. Similarly, many business professionals consider use of the blind carbon
copy feature a breach of privacy. Furthermore, the ease of forwarding and copying can create other problems. Once you send an
email, you have no control over whether others will forward it, and to whom, which leads to a good standard articulated by Tony

DiRomualdo, strategy and IT researcher: “Don’t say anything you would not want the entire planet to read at some point.“11

Many business professionals use the copy feature liberally to let everyone in a department or work unit in on the conversation. Of
course, one of your goals is transparency, allowing others in your relevant work group to know how decisions are being made. But
copying too many people can lead to information overload. Furthermore, copying too many people on an email can dilute
responsibility. When five or six people receive an email about accomplishing a specific task, uncertainty may arise about exactly
who is supposed to do what. The more people you copy, the less likely you will get a response. Also, some people perceive
<cor)vincl a direct supervisor or boss on emails between peers as a subtle power play. 2
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Protect Privacy and Confidentiality

Be careful about not spreading—purposely or inadvertently—sensitive or confidential information. Since emails are so convenient
to send, even the rare mistake in an address line can result in damaging professional consequences. Consider, for example, that
eight out of ten marketing and advertising executives say they have made mistakes via email, such as sending job offers to the

wrong people or revealing confidential salary information to the entire company.13 Double-checking that you have placed the
correct people in the address line before you hit the send button is a worthwhile habit that requires just a few extra moments.

Respond Promptly

Most business professionals expect fast responses to emails. Of course, what seems like a quick response to one person seems
like a delayed response to another. One recent study of business professionals found that nearly all business professionals expect

an email response within one day (see Figure 7.3).14 Younger professionals are more likely to expect a response immediately. The
majority of business professionals in all age groups expect a response within one to two hours. If you choose not to check your
email more than a few times a day (a strategy recommended later in the chapter), let others know how soon to expect replies.

Figure 7.3 Appropriate Response Time to Emails

21-30

1 1 1 )
0 25 50 75 100

Percentage of Business Professionals

W Immediately ™ Within 1 hour M Within 2 hours M Within a day

Source: Peter W. Cardon, Melvin Washington, Ephraim A. Okoro, Bryan Marshall, and Nipul Patel, “Cross-
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Creating Effective Emails

LO7.1. Apply principles for writing effective emails.

Email communication is the primary form of written business communication. Most analysts expect it to be the primary tool for at
least the next five to ten years in most companies.7 Some forward-thinking companies are increasingly adopting social networking
platforms (SNPs) for employee communication (discussed later); however, even in companies that adopt these SNPs, employees
will continue to use private electronic messages within these platforms, which function nearly identically to emails. Furthermore,
many of your colleagues, clients, and other contacts will likely prefer to use email systems for many years to come.

Writing effective emails involves applying the principles of writing style that we discussed in Chapters 5 and 6. It also involves
adapting to the unique characteristics of email. In this section, we explain basic principles for using emails effectively, including the

basic components that ensure ease of reading. Then, we focus on managing emotion and maintaining civility in electronic
communications.

Use Email for the Right Purposes

Email is easy and convenient. Before quickly sending out an email, however, consider whether it is the best communication

channel for your work purposes.

Since emails are not rich—meaning lacking in virtually all verbal and nonverbal cues associated with face-to-face communication

and lacking immediate feedback—they are best suited for routine, task-oriented, fact-based, and nonsensitive messages.8
Communication specialist Alan Murray, in a Wall Street Journal article called “Should | Use Email?” explained:

To avoid miscommunication, we suggest a simple rule: Email can be used effectively as a means to pass on straight
facts, or to provide praise and encouragement. But it shouldn’t be used to chastise, scold, or deliver bad news. If the
message you are delivering is a discouraging one, it’s best to deliver it in person.®

Email communication has few constraints (low cost, little coordination) and high control (the writer can think them out carefully,
and they provide a permanent record). Yet because it is not a rich form of communication, it is rarely appropriate for sensitive or
emotional communication tasks. It is also inefficient for facilitating discussions.

Principles of Effective Emails

» Use for the right purposes.

» Ensure ease of reading.
Show respect for time.
Protect privacy and confidentiality.
Respond promptly.

MMAaintain nrafaccinnalicmm and annranriata farmnalibg
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Principles of Effective Emails

» Use for the right purposes.
» Ensure ease of reading.
» Show respect for time.
 Protect privacy and confidentiality.
Respond promptly.
Maintain professionalism and appropriate formality.
Manage emotion effectively.
Avoid distractions.

Ensure Ease of Reading
In all written communication, ensuring ease of reading is critical. It is even more critical in emails and other digital messages.
Simply put, your readers are unlikely to read your message unless you make it easy for them. Compare the ease of reading in the

less-effective and more-effective examples of emails in Figures 7.1 and 7.2. Think about how quickly a reader can process the
information. Also, use the following tips to ensure ease of reading in your emails.

Figure 7.1 Less-Effective Email

To... stephanie@sunrisegreetingcards.com

Cc...
Nondescriptive
subject line

Attached: @) agreement.docx (9 KB) [Open as Web Page] X Nondescriptive
document name

Subject: Contract

Tahoma

Great to talk to you this morning. So nice to hear all about your great plans for the

conference. We can most definitely take care of all of the concerns you mentioned. I want

to let you know that we made the following changes to the contract to meet your specific

concerns. The room rate per night has been reduced significantly. I have changed the Poorly spaced,
reservation deadline for Sunrise franchisees to April 15. I also made sure that there will cluttered text
not be any Internet charges for any members of your group. Finally, you will not be

charged for projectors in the conference rooms. I attached the new contract for you to

look at. Just let me know if you have any questions or concerns. Barb
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Nondescriptive
subject line

Attached: @) agreement.docx (9 KB) [Open as Web Page] X Nondescriptive
document name

Subject: Contract

Tahoma

Great to talk to you this morning. So nice to hear all about your great plans for the

conference. We can most definitely take care of all of the concerns you mentioned. I want

to let you know that we made the following changes to the contract to meet your specific

concerns. The room rate per night has been reduced significantly. I have changed the Poorly spaced,
reservation deadline for Sunrise franchisees to April 15. I also made sure that there will cluttered text
not be any Internet charges for any members of your group. Finally, you will not be

charged for projectors in the conference rooms. I attached the new contract for you to
look at. Just let me know if you have any questions or concerns. Barb

Barbara Brookshire
Director of Meetings and Conventions Unhelpful
The Prestigio nature block

"When life gives you lemons, make lemonade! "4

Unprofessional
tagline

Figure 7.2 More-Effective Email

Cc...

Clear, detailed
Subject: Revised Contract for Sunrise Conference at the Prestigio subject line
Attached: @) Sunrise Conference Contract.docx (9 KB) [Open as Web Page] X Clearly labeled

document

Tahoma

Hi Stephanie: Pleasant opening

It was a pleasure talking to you this morning. Please see the attached contract with the

https://portal.phoenix.edu/content/ebooks/9780073403199-business-communication.-developing-leaders-for-a-n/jcr:content/images/07fig01_altjpg Copyright ©2016 by University of Phoenix. All rights reserved.
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Figure 7.2 More-Effective Email

CC.e
Subject: Revised Contract for Sunrise Conference at the Prestigio

Attached: @) sunrise Conference Contract.docx (9 KB) [Open as Web Page] X

Tahoma viilov B I U == e . A. v

Hi Stephanie:

It was a pleasure talking to you this morning. Please see the attached contract with the
following adjustments that we discussed:

1. Room rate per night reduced to $149 (in Pricing section on page 2).

2. Reservation deadline for Sunrise franchisees extended to April 15, 2013 (in
Reservations section on page 3).

Free in-room Internet service for all Sunrise conference attendees (in Technology
section on page 4).

No charge for the use of three projectors in conference rooms on July 16-July 18,
2013 (in Technology section on page 5).

Please give me a call or email me with any questions you may have. I look forward to your
response.

Best,

Barbara Brookshire
Director of Meetings and Conventions
The FPrestigio

Office phone: 202-760-5983
Mobile phone: 202-249-6603

| <AV 227605077

Copyright ©2016 by University of Phoenix. All rights reserved.

£ Download entire ebook

Clear, detailed
subject line
Clearly labeled
document

Pleasant opening

Numbered format
leads to rapid
processing of
information

References to
details and specific
locations in the
attachment lead to
rapid and complete
processing

Pleasant closing

Complete,
professional
signature line

FA JOSEPH CHERRY ~

Share...





image5.png
hd (9 unread) - pav_cherry - Ya | M Inbox - joeyacherry@gmail. &= Business Communicatio X | @-o New chat message! + — X

é % O | 5 newclassroom3.phoenix.edu/Classroom/#/contextid/OSIRIS:48646626/context/co/view/activityDetails/activity/094056ca-0c45-42d6-bd0a-1765ee306d34/expanded/False/tab/Instructions i\( | = :/_ O

hd Ymail ™M Gmail [Ed Facebook 9 GroupMe W Torrents - IPTorrents 72 Torrentzilla w Digg '25 IGN @ Gamelnformer bt Cleveland Browns BR

P sosEPHCHERRY - shae.. -+ @ % 3 ¢°

To resize a view: Hold down key combination Shift, Alt, + or Shift, Alt, - or Move below handle
“ Startover (=) Print £ Download £ Download entire ebook
Provide a Short, Descriptive Subject Line

Message recipients make immediate judgments about the importance of a message based on the subject line. If it is not clear and
compelling, recipients may not open the message right away. Furthermore, when business professionals search for prior email
messages, they often scan the subject lines in their in-boxes. Without a descriptive subject line, they may miss the message. Good
subject lines are generally five to ten words long. By contrast, poor subjects are either too short (1 or 2 words) and thus
nondescriptive or too long (12 words or longer) and thus difficult to process. Fundamentally, subject lines frame your entire
message; they serve the same role that headlines do in nhewspapers and magazines.

Components of Effective Emails

» Subject line

* Greeting®

* Message

* Closing*®
 Signature block*
» Attachments*

* optional

Keep Your Message Brief Yet Complete

Get to the point within three or four sentences, and keep your paragraphs about half the size of those in business
documents—ideally 30 to 50 words long. Consider placing the most critical information at the beginning so readers gather the most
relevant information immediately. This is an important strategy, since most people are so inundated with messages that they often
pay more attention to the beginning, skimming or skipping latter portions. This is especially important as business professionals
increasingly use mobile devices.

Clearly Identify Expected Actions

Most emails are intended to spur action. Effective emails contain specific and clear requests so that recipients know exactly how to
respond. In many cases, you can place these directions in the subject line for greatest clarity.

Provide a Descriptive Signature Block

Signature blocks should provide clear contact information. This allows recipients to easily contact you through richer
communication channels if needed. It also enhances your professional image.

Use Attachments Wisely

Copyright ©2016 by University of Phoenix. All rights reserved.
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Use Attachments Wisely

Attachments allow business professionals to share files that do not display effectively in an email window. Messages that are more

than several paragraphs long are typically appropriate as attachments. Also, pictures and other graphics, spreadsheets, databases,
and many other types of files are nearly always more appropriate as attachments. However, be careful about sending attachments

that are too large, since they may fill others’ email boxes.

Show Respect for Others’ Time

Since email communication is so convenient, some people overuse and even abuse it. With business professionals sending and
receiving hundreds of emails each week, they often experience information overload and email fatigue. Every time you write an
email, you might want to envision your colleagues and clients who are receiving them. Imagine their time pressures and the line of
emails awaiting their response. Assume they will likely have low tolerance for poorly written, sloppy, unclear emails.

In the business world, where time pressures can be overwhelming, you can engender goodwill by writing emails that are

professional, relevant, easy to read, and other-oriented. To show your respect for others when sending email, consider the
following advice.

Select Message Recipients Carefully

Before sending an email, think about the workload you are creating for your colleagues or other message recipients. Not only do
they commit time to reading your email, but they also often interrupt another work task to do so. If you are requesting information or
action, your colleagues are further committed in terms of time. So, make sure the email is necessary and relevant for each of your
message recipients.

Provide Timelines and Options

If you use email to coordinate tasks with deadlines, provide detailed information about time frames and your availabilities. If you are
setting up appointments, make sure you have provided several options. By clearly providing timelines and schedules, you minimize
the number of emails needed to coordinate your efforts, thus saving time. By providing options, you show respect for your
colleagues’ schedules.

Be Careful about Using the Priority Flag

You will routinely make requests of others that are time-sensitive. If you too often set the priority flag on such emails, your
colleagues may become annoyed, perceiving you as pushy. In fact, some business professionals are more likely to ignore emails
when the priority flag is set. If you need something urgently, mention it politely in the subject line or use a rich communication
channel such as a phone call to gain buy-in.
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