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Prepare Students for the Challenges 
of Communicating Professionally
Business & Professional Communication provides students 
with a modern, practical approach to effective 
professional communication. Focusing on current 
technologies, students will learn how to utilize 
e-mail and social media; create effective business 
messages; prepare and deliver engaging speeches 

and presentations; write polished résumés and cover 
letters and succeed in a job interview.

Texas Essential Knowledge and Skills (TEKS) 
coverage and learning objectives are clearly called 
out throughout each chapter to guide student 
learning. 

Current news articles 
serve as chapter 
introductions and 
pique interest with 
relevant examples 
to enforce how key 
chapter concepts 
apply to the business 
world. 
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13 Writing Job  
Application Letters

How Content Differs in Job Letters and Résumés

How to Find Out about Employers and Jobs

Tapping into the Hidden Job Market
 ■ Information Interviews
 ■ Referral Interviews

Content and Organization for Job Application Letters
 ■ How to Organize Solicited Letters
 ■ How to Organize Prospecting Letters
 ■ First Paragraphs of Solicited Letters
 ■ First Paragraphs of Prospecting Letters
 ■ Showing a Knowledge of the Position  

and the Company
 ■ Showing What Separates You from  

Other Applicants
 ■ Writing the Last Paragraph

E-mail Application Letters

Creating a Professional Image
 ■ Writing Style
 ■ Positive Emphasis
 ■ You-Attitude
 ■ Paragraph Length and Unity
 ■ Letter Length
 ■ Editing and Proofreading
 ■ Follow-Up

Application Essays

Social Networking and Personal Websites

Summary by Learning Objectives

Chapter Outline

In this chapter, the student is expected to: 
(1B) demonstrate professional standards and personal qualities needed to be 
employable such as oral and written communication, leadership, teamwork, 
appreciation for diversity, conflict management, customer service, work ethic, 
and adaptability.
(1C) demonstrate skills related to seeking and applying for employment.
(1D) create a resume and cover letter/letter of interest to document work 
experiences, licenses, certifications, and work samples.
(1E) demonstrate skills in evaluating and comparing employment opportunities. 
(2B) use correct grammar, punctuation, and terminology to write and edit 
documents.

(3B) organize oral and written information.
(5A) use technology applications such as social media, email, Internet, writing 
and publishing, presentation, and spreadsheet or database applications for 
audio and video production projects.
(11U) apply desktop publishing to create products using word processing 
programs, editing products, or drawing programs; design elements such as 
text, graphics, headlines, color, white space; typography concepts, including 
font  size and style; and graphic design concepts such as contrast, alignment, 
repetition, and proximity.

Texas Essential Knowledge and Skills
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NEWSWORTHY COMMUNICATION
Viral Cover Letters

College students who are seek-
ing employment on Wall 
Street face a difficult path. 

With little or no experience, they have 
to rely on cover letters to set them 
apart. In letters that were widely for-
warded among Wall Street executives, 
two college students tried different 
approaches.

In one cover letter, the col-
lege student promoted himself as 
the hardest worker he knew. He 
described how he took difficult classes 
at the university while working two 

Sources: Eric Platt, “Here’s the Full Summer Analyst Application Cover Letter That Went Viral on Wall Street,” Business Insider, February 8, 2012,  
http://www.businessinsider.com/heres-the-full-summer-analyst-application-cover-letter-that-went-viral-on-wall-street-2012-2; and Maseena Ziegler,  
“Wall Street Bosses Are Calling This ‘The Best Cover Letter Ever’—But Not Everyone Agrees,” Forbes, January 16, 2013, http://www.forbes.com/sites/
crossingborders/2013/01/16/wall-street-bosses-are-calling-this-the-best-cover-letter-ever-but-not-everyone-agrees/.

part-time jobs, and yet he still earned 
a perfect GPA. He confessed that 
he’d left some previous jobs because 
he found them too easy, and that he 
needed and wanted a challenge to feel 
successful. He pointed out his excep-
tional skills and the speed at which 
he learned them. He rounded out 
his letter by including more personal 
achievements, such as body build-
ing milestones, and apologizing if he 
sounded like a braggart.

The second cover letter took a dif-
ferent approach. The student, in an 

almost apologetic manner, pointed out 
his lack of excellence, the somewhat 
average university he attended, and 
his lack of investment knowledge, yet 
still acknowledged his high GPA and 
relevant coursework. He admitted that 
he would be lucky to be considered 
for the Wall Street internship, and he 
would happy just to help around the 
office doing mundane chores if that 
was all that was available to him by 
the investment firm.

Which of these applicants would 
you hire?
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Mandy Shelly
www.wisc.edu/~Shelly88/home.htm

266 Van Buren Drive
Madison, WI 53706
shellym@wisc.edu
608-897-1534 (home)
608-842-4242 (cell)

To contribute my enthusiasm for writing as a Technical Writer at PDF
Productions

If you have a 

professional web

page, include

its URL.

Job objective
includes the
position and
name of the
company.

Largest section on

skills résumé; allows you

to combine experiences

from work and class.

Use parallel 

structure for

bulleted lists.

Condensed to

make room

for skills.

Give minor when

it can be helpful.

Explain honors your

reader may not know.

End with strong

items at the bottom

of your page, a position

of emphasis.

Uses reverse
chronology.

Specify

computer

programs

you know

well.

Objective

Skills

Employment
History

Education

Honors

Technical Writer, Madison Animal Shelter, Madison, WI, 2014–present
Undergraduate Lab Assistant, Department of Biology, University of
Wisconsin−Madison, Madison, WI, 2014–present
Tutor, University of Wisconsin−Madison, Madison, WI, 2013–2014

Bachelor of Arts, May 2016
University of Wisconsin–Madison, Madison, WI
Major: Animal Ecology
Minor: Chemistry
GPA 3.4/4.0

Phi Kappa Phi Honor Society
Alpha Lambda Delta Honor Society, Ecology Honorary
Dean’s List, 2012 to present
Raymond Hamilton Scholarship, 2014–2015
                ($5000 to a top ecology student in Wisconsin)

Computer
•   Designed a web page using Dreamweaver
  www.madisonanimalshelter.com
•  Used a variety of Macintosh and PC platform programs and languages:
  Aspects (online discussion forum) Adobe Professional
  Dreamweaver CS5 HTML 
  PageMaker Java Script
  XML Photoshop CS5     

       Design and Writing
 • Designed a quarterly newsletter for local animal shelter
 • Developed professional brochures
 • Wrote a variety of professional documents: letters, memos, and reports
 • Edited internal documents and promotional materials
 • Proofread seven student research papers as a tutor

       Organization and Administration
 • Coordinated program schedules
 • Developed work schedules for five employees
 • Led a ten-member team in planning and implementing sorority
  philanthropy program
 • Created cataloging system for specimens
 • Ordered and handled supplies, including live specimens

A Skills Résumé for Someone Changing FieldsFigure 12.8
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is important to you. If your customer is an individual or a small business, it’s 
friendly to specify the content of the order. If you’re dealing with a company 
with which you do a great deal of business, give the invoice or purchase order 
number.

Lacks you-attitude: Your order . . .

You-attitude

(to individual): The desk chair you ordered . . .

You-attitude

(to a large store): Your invoice #783329 . . .

3. Don’t talk about feelings, except to congratulate or offer sympathy.  
In most business situations, your feelings are irrelevant and should be  
omitted.

Lacks you-attitude: We are happy to extend you a credit line of $15,000.

You-attitude: You can now charge up to $15,000 on your American Express card.

It is appropriate to talk about your own emotions in a message of congratu-
lations or condolence.

You-attitude: Congratulations on your promotion to district manager! I was really 
pleased to read about it.

Don’t talk about your audience’s feelings, either. It’s distancing to have 
 others tell us how we feel—especially if they are wrong.

Lacks you-attitude: You’ll be happy to hear that Open Grip Walkway Channels meet 
OSHA requirements.

You-attitude: Open Grip Walkway Channels meet OSHA requirements.

Maybe the audience expects that anything you sell would meet government 
regulations (OSHA—the Occupational Safety and Health Administration—is 
a federal agency). The audience may even be disappointed if they expected 
higher standards. Simply explain the situation or describe a product’s 
features; don’t predict the audience’s response.

When you have good news, simply give the good news.

Lacks you-attitude: You’ll be happy to hear that your scholarship has been renewed.

You-attitude: Congratulations! Your scholarship has been renewed.

4. In positive situations, use you more often than I. Use we when 
it includes the audience. Talk about the audience, not you or your company.

Lacks you-attitude: We provide health insurance to all employees.

You-attitude: You receive health insurance as a full-time Procter & Gamble 
employee.

Most readers are tolerant of the word I in e-mail messages, which seem 
like conversation. But edit paper documents to use I rarely if at all. I suggests 
that you’re concerned about personal issues, not about the organiza-
tion’s problems, needs, and opportunities. We works well when it includes 
the reader. Avoid we if it excludes the reader (as it would in a letter to a cus-
tomer or supplier or as it might in an e-mail about what we in management 
want you to do).

Progressive  
Goodwill

When a Progressive  
Insurance customer has an 
accident, the company sends 
a response van, which often 
arrives before the police or tow 
truck. The employee asks  
emotionally intelligent questions 
and often writes a check for the 
customer on the spot.

How can Progressive afford 
this service and still maintain 
competitive rates? As it hap-
pens, fraud is a big problem 
in the insurance industry, and 
an immediate on-the-scene 
observer is a big help in pre-
venting fraud. Lawsuits are 
another big cost in the industry, 
and asking if the customer is OK 
reduces the tendency to sue.

Adapted from Frances Frei and 
Anne Morriss, Uncommon Service: 
How to Win by Putting Customers at 

the Core of Your Business 
(Boston: Harvard Business 
Review Press, 2012), 65–66.

A variety of visual examples featuring 
full-sized letters, e-mails, reports, and 
résumés are presented in the text. 
These examples include the authors’ 
“handwritten” annotations, explaining 
communication miscues, while offering 
suggestions for improvement

Paired effective and ineffective 
communication examples are presented 
so students can pinpoint better ways to 
phrase messages to help improve their 
communication skills. Commentaries in 
red and blue ink indicate poor or good 
methods of communication and allow 
for easy comparison. 

Additional features include:
• Checklists to serve as reference 

guides when composing and editing 
messages.

• Hands-on workplace exercises and 
cases that allow students to assume 
a role or perform a task in realistic 
business scenarios.
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6.4 Using Headings
Reorganize the items in the following list, using appropriate 
headings.
  Activities in Starting a New Business

 ■ Getting a loan or venture capital.
 ■ Getting any necessary city or state licenses.
 ■ Determining what you will make, do, or sell.
 ■ Identifying the market for your products or services.
 ■ Pricing your products or services.

 ■ Choosing a location.
 ■ Checking zoning laws that may affect the location.
 ■ Identifying government and university programs 

for small business development.
 ■ Figuring cash flow.
 ■ Ordering equipment and supplies.
 ■ Selling.
 ■ Advertising and marketing.

Indicate whether you consider each of the following actions 
ethical, unethical, or a gray area. Which of the actions 
would you do? Which would you feel uncomfortable doing? 
Which would you refuse to do?

 1. Putting the advantages of a proposal in a bulleted list, 
while discussing the disadvantages in a paragraph.

 2. Using a bigger type size so that a résumé visually fills a 
whole page.

 3. Using tiny print and very little white space on a credit 
card contract to make it less likely that people will  
read it.

 4. Putting important information on the back of what 
looks like a one-page document.

 5. Putting the services that are not covered by your 
health plan in full caps to make it less likely that 
people will read the page.

6.3 Evaluating the Ethics of Design Choices
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America. Since the connotations of colors vary among cultures, check with 
experts before you use color for international or multicultural audiences. (For 
more information on color, see the discussion in Chapter 16 as well as the web 
links in this chapter.)

Using Software Programs for Creating  
Document Designs
Many software programs enable you to create the documents described in the next 
few sections of this chapter. For example, for creating print documents, you could 
use Pages, Word, Publisher, InDesign, or Illustrator, or open source programs such 
as Writer or Google Docs. For building websites, you might use programs like 
Dreamweaver, WebEasy, or Website Creator, or open source programs such as 
Drupal or WordPress.

These software programs are just a sampling; many more programs are available. 
Each will vary in functionality and price. And each will come with advantages and 
disadvantages based on your design needs. However, even the simplest programs 
will give you enough design control to put into practice the guidelines discussed 
in the previous section.

Proficiency in one or more of the software programs mentioned above can 
make your employer view you more favorably. Gaining software proficiencies can 
also give you an advantage over other job seekers if you list them on your résumé 
when you’re on the job market.

Designing Brochures
Designing a good brochure incorporates all elements of document design. To 
create an effective brochure, you must analyze your rhetorical situation, draft the 
text, select appropriate visuals, create the design, and print.

Analyzing Your Rhetorical Situation
In all forms of business communication, you should begin by considering your 
audience and purpose. A brochure designed to promote awareness of your 

LO 6-4

Examples of Grids to Design PagesFigure 6.8

Title of the Document

Heading

Heading

Heading

Heading

Two-Column Grid

Title of the Document

Three-Column Grid

Heading
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the chapter. 
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Information about Careers in Communications 
prepares students for the coursework and skills 
they need to pursue careers in the Arts, Audio/
Visual Technology, and Communication career 
cluster. 
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 Careers in Communications
Journalism and Broadcasting Pathway
If your friends think your favorite word is “why?” and you always want to know 
every detail of an event, a career in the Journalism and Broadcast pathway may 
interest you. Careers in this pathway include: 
• Art Director • Audio-Video Operator • Broadcast Technician • Control Room 
Technician • Design Director • Editor • Journalist • Light Director • Producer  
• Publisher • Radio and Television Announcer • Reporter • Researcher • Station 
Manager • Writer

You need good communication, interpersonal, and leadership skills to be suc-
cessful in the careers within this pathway. In many of these jobs, excellent research, 
writing, and speaking skills are essential. Computer and problem-solving skills 
along with creativity and attention to detail will also help you perform well in these  
careers.

You can begin your training and education for careers in this pathway in high 
school. Courses in audio and visual technology may help you acquire skills needed 
as a broadcast technician, control room technician, audio-video operator, and light 
director. You can learn how to research and write compelling stories as well as 
how to conduct interviews by taking courses in journalism and communications.  
Joining the debate club can help you acquire the techniques used by writers, 
reporters, and journalists to explain ideas and persuade others. By participating in 
language immersion programs, you can gain language skills that will help you as 
an international reporter and journalist.

You can receive on-the-job training by working on the school newspaper and 
website. You may also gain additional training by taking advantage of job shadow-
ing and internships available with your local and public access television and radio 
stations or community newspaper. 

To earn a 4-year Bachelor’s degree that supports careers in this pathway, you 
will take courses such as Journalistic Research, Broadcast Journalism, Publication 
Journalism, Ethics and Legal Issues, Electronic Media Production, Technical  
and Design Aspects of Broadcast Journalism, and Journalism and Broadcasting 
Business Issues.

Salaries vary widely in this pathway. Reporters and journalists earn a median 
annual income of $37,090. Although the growth of these jobs is currently declin-
ing, online media, such as podcasting and live streaming, may present more 
opportunities in journalism and reporting in the future. 

Producers earn a median income of $71,350 per year; art directors, $80,880; 
and writers, $55,940. These particular careers are growing at a rate slower than 
average, but the need for the support and management of people and productions 
will continue to make these jobs viable in the future. 

Editors earn a median annual income of $53,880, whereas radio and television 
announcers earn $27,750 per year. Jobs in these fields are neither growing nor 
declining; growth is projected to remain steady in the future. 

Broadcast technicians earn a median income of $41,200 per year. This field is 
experiencing average growth, and continued growth is predicted with rapidly 
changing technology keeping technicians in demand.
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	 Chapter	9 Sharing Informative and Positive Messages with Appropriate Technology 273

Practical Communication Tools 
 First Impressions

A major communication we make about ourselves comes from the first impres-
sions we give people. First they usually see us; consciously or subconsciously they 
note our appearance. Are we well groomed? Dressed appropriately for the occa-
sion or location? Are we looking at them, not the floor, with a pleasant expression 
or a smile if appropriate? Do we have a confident posture? Then, they usually hear 
us. Do we speak clearly, with appropriate volume? Do we sound friendly? In many 
business situations, a handshake is appropriate when meeting someone for the 
first time. Yours should be firm but not painful.

A small but common communication that may feel awkward for some people 
is making introductions. A helpful rule is to speak first to the person who is most 
important in the specific situation. When introducing an actual or potential client 
to someone in your business, you would speak first to the client (who is the 
most important person at that moment): “Ms. Irby, I’d like you to meet our Sales 
Director, Harry Ferswin. Mr. Ferswin, this is Coleen Irby from Cornerstone Building 
Supplies.”

In social situations where rank or importance is not key, it is traditional to speak 
first to a significantly older person, then the younger; and first to a woman and 
then the man (age difference takes precedence over gender difference): “Susan, 
I’d like you to meet Sam Forz, my friend who helped me buy my second dog. Sam, 
this is Susan Toms, my former roommate.” 

In all situations, look at the person you are speaking to first, and then turn 
to the other person to complete the introduction. Use both first and last names, 
unless you don’t know both for everyone. In that case, be consistent and use 
all first or all last names. When an obvious age difference exists, or when the  
situation is more formal, you generally should use courtesy titles (such as Ms., Mr.,  
Dr.) and last names: “Mrs. Swanson, I’d like you to meet Mr. Bertson.” This allows 
Mrs. Swanson to decide whether or not she wants her first name used. If you are 
seated, you should stand for introductions.

Introduction customs in other countries frequently vary from those in the 
United States. If your introduction involves people from other cultures, you will 
need to research polite procedures.

In positive messages, does the subject line give the good news?

Does the first paragraph summarize the information or good news?

Is information about dates, places, times, and money included?

In messages announcing policies, is there at least one benefit for each 
segment of the audience?

Does the message end with a positive paragraph—preferably one that is specific 
to the readers, not a general one that could fit any organization or policy?

 Checklist

Checklist for Informative and Positive Messages
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Practical Communications Tools provide 
information immediately applicable to 
students’ lives, such as how to make a 
good first impression, how to be safe, 
and how to share files and format 
documents.
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Flexible and Intuitive  
Technology Resources
Business & Professional Communication is supported by ConnectED®, a digital 
teaching and learning platform that makes it easy and convenient to 
customize lessons, review assignments, and communicate with students. 
Students and teachers can access eBooks, assessment tools, classroom 
resources, messaging tools and much more, all in one convenient and easy 
location.

• Plan and present personalized lessons with user-friendly editing tools. 
• Send and receive classroom assignments electronically to your students’ 

ConnectED accounts.
• Create and customize homework, quizzes, and tests using eAssessment, 

a full-featured online assessment system 
that manages content while providing 
robust reporting, all correlated to the 
TEKS.

• Access and review notes students take 
in their eBooks to plan class time and 
assignments more effectively.

• Communicate with students using the 
Message Center.

• Use the ConnectED Mobile app for 
on-the-go access to your eBook, planning 
tools, reference materials, and other 
program resources.
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Accelerate student success with 
LearnSmart Achieve

The first and only study experience that 
uses adaptive questioning to pinpoint 
individual student knowledge gaps and 
provide targeted, interactive help at the 
moment of need. LearnSmart Achieve for 
Business and Professional Communication 
puts responsible writing into practice, 
and develops and improves editing and 
business writing skills. This adaptive 
learning system helps students learn 
faster, study more efficiently, and retain 
knowledge for greater success today and 
in the future. 

Powerful Teaching and Learning Supplements  

ConnectED is a secure site that provides access to complete test banks 
and a library of PowerPoint® presentations to further explain concepts 
from the text. Additionally, a teacher resource library provides all of 
the course materials that you need, allowing you to save prep time 
before class.

A robust Teacher Manual found in ConnectED includes:

• Learning Objectives that allow teachers to easily 
structure their lesson plans.

• Clearly defined TEKS coverage of chapter assignments 
that allows teachers to structure their student assessments.

• Answers to all exercises; an overview and difficulty rating for each 
problem; and, for several problems in the book, a detailed analysis, 
discussion questions, and a good solution.

• Lesson plans and class activities for each chapter. You’ll find 
discussion guides, activities to reinforce chapter materials and 
prepare students for assignments, and handouts for group work, 
peer editing, and other activities.

• Sample syllabi for courses with different emphases and approaches.
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Actions speak louder than words. We prove our 
commitment to you and your students with:

 • Intensive technology training
• Program implementation training
• Ongoing support and troubleshooting
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