Business Communication Case

(Participants' Brief)

Attached is a copy of a letter. The subject is immaterial and information about it, the author, and his organisation has been deliberately removed. What is important is it's wording and the fact that it is the reply to an enquiry about a letter written some three months earlier and that was not replied to or acknowledged. Your task is to analyse it and discuss its strengths and weaknesses in terms of quality of communication and the image it projects. 

When analysing the letter you may wish to discuss and rate the following:

1. Do you feel that the reply is business like?

2. Do you feel that the choice of words and phrases are appropriate?

3. What message do you feel the letter sends?

4. What image do you think the letter presents of the writer and his organisation?

5. What action would you expect the author of the letter to take now?

6. If you were the Chief Executive of this organisation and saw this letter, what would you do?

7. What do you do to ensure good communication?

8. What does your organisation do to ensure good communications? 

1. Do you feel that the reply is business like? In answering this question you may wish to discuss how you would respond if your organisation did not acknowledged or replied to a letter. Also, you may wish to rank this communication from 1 (very poor) to 5 (very good).

2. Do you feel that the choice of words and phrases are appropriate? You may wish to identify the words and phrases that help the communication and those that do not and may irritate the reader.

3. What message do you feel the letter sends? Do you feel that the underlying message is that the writer is interested in the matter and concerned with the fact that the original letter was not replied to?

4. What image do you think the letter presents of the writer and his organisation? Here you may wish to discuss whether you feel that the writer has had adequate training in business communication and whether the organisation is a professional, well run one.

5. What action would you expect the author of the letter to take now? In answering this you may wish to consider a timetable for these and whether and when he should keep the recipient informed.

6. If you were the Chief Executive of this organisation and saw this letter, what would you do? Would you congratulate the writer, discipline him, apologise to the recipient, do nothing or do something else?

7. What do you do to ensure good communication? Would you have written a letter like this one? If not what, how would you have replied to the enquiry? You should reflect on your own communications and, critically, consider their strengths and weaknesses.

8. What does your organisation do to ensure good communications? In a more general sense, does your organisation have communications standards? Perhaps standard replies and spot-checks on communication quality.
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Business Communication Case

(The Letter)

Some Borough Council : support services


Enquiries to: Mr G. L. qqqqqqq

Tel: 

Fax:

My Ref: - GQ1234567/xy

Your Ref:

Date:   11th October 1999



Dear Sir,

Re: xxxx yyyy zzzz

I refer to your letter dated 20th July 1999 (which has recently been copied to the authority) seeking clarification on the position with regard to the xxxx yyyy zzzz.

In reply, I would advise you that the application was in fact received in this office on the 21st July 1999 and confirm your case will be considered by Members, in due course.

If you do need to discuss any further issue arising from this communication, please contact me at the relevant time.

Yours faithfully,

Head of qqqq

Cc: aaa bbbbb - Principal vvvvvvvv

Business Communication Case

(Tutoring Notes)

The purpose of this business case is to stimulate discussion about good and bad business communication and investigate some basic concepts (such as Transaction Analysis and the choice of words and phrases that do not present a bad image or annoy (irritate) the reader.

There are no right or wrong answers to the case and, perhaps, the most important aspects are the last two questions (What do you do to ensure good communication? What does your organisation do to ensure good communications?)

Process

This case can be discussed in several ways:

1. You can divide the group into several groups of four or five.

2. You can have the discussion in class

3. You can give the case to participants to prepare in their spare time.

When analysing the responses you may wish to explore the following:

1. Do you feel that the reply is business like? In response to this question you may wish to get the participants to rank the reply from 1 (very poor) to 5 (excellent).

2. Do you feel that the choice of words and phrases are appropriate? Although the letter is brief, there are several words and phrases that require comment.

3. What message do you feel the letter sends? In response to this question you may wish to discuss Transaction Analysis (where communications styles can be Child, Parent or Adult) and also discuss the emotional state of the writer and his attitude.

4. What image do you think the letter presents of the writer and his organisation? In response to this question you may wish to get the participants to rank the organisation from 1 (unprofessional) through to 5 (professional). 

5. What action would you expect the author of the letter to take now? In response to this question you may wish the participants to consider the feelings of the person who wrote the letters to the borough council and what he or she would expect. Especially the participants should consider both what should be done and the timetable for this (and, perhaps, discuss and specify what a reasonable timetable would be).

6. If you were the Chief Executive of this organisation and saw this letter, what would you do? The suggestions to the participants are about this particular letter. However, there are wider issues. And, if the participants feel that the communication is inappropriate, then they should also suggest actions to take to find the extent of the problem and also suggest actions to improve and ensure the improvement. This might include standards about acknowledgement and response times and methods to check correspondence.

7. What do you do to ensure good communication? Obviously all participants will feel that their own communication is good. So, this question focuses on the group sharing tips and ideas. You may wish to list these on a flip chart and get the group to rank them.

8. What does your organisation do to ensure good communications? This overlaps with question six but is included to ensure that the group, critically, looks at its own organisation and how management provides and ensures good communication to all.
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Jeremy Hall, Churchill Fellow 
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