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Objectives
This short session is designed to upgrade the ability to develop and produce effective workplace documents. Participants will learn to
· understand how content is generated by reader concerns and questions;

· anticipate reader concerns and questions and shape documents to meet those needs;

· use the message first style; and

· organize for the reader’s eyes.
Consider Usefulness and Readability


For any workplace document to be useful, it must provide information that meets a reader’s needs, usually that will help that reader make a decision. Useful documents do not simply present information or recount processes (how something was done; how a decision was arrived at). Useful documents arrange information in such a way that readers get answers to their questions and explanations that they can understand and use.

Think of readability as a gauge that tells you how easily a reader can understand the writer’s intended message. It is also a gauge of the reader’s level of effort in reading. This means that readers can faithfully report back just what writers have written. Readability is influenced by several aspects that make the writing “reader-friendly.” In general, written documents should be complete and accurate, helpfully organized and formatted, clearly and correctly written, and no longer than need be. 

HOCs and LOCs 
Affect Readability
Seven elements of a text simultaneously affect readers as they read any 

document. If any element fails to emphasize the message effectively, the reader will have trouble discovering intended meaning. It’s most helpful to see the seven elements working together from Higher Order Concerns (HOCs) to Lower Order Concerns (LOCs), even though most readers confront the lower order concerns first.

· HOCs include content, organization, and format.

· LOCs include paragraphs, sentences, word choice, and mechanics.
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MECHANICS (grammar and punctuation)
Anticipating and Answering Key Questions 
Though the results developed throughout workplace writing come from the writer’s research, the content in workplace writing must be driven by the reader’s questions and issues. The answers to these questions generate 
the  message of workplace writing, which is then supported by key evidence. 

Content Answers Reader’s Questions

Learn to read workplace writing by visualizing all the information presented as a series of answers to readers’ questions, instead of simply as a reservoir of facts and details. For each paragraph and even sentence, be completely aware of the question the information you’re providing is addressing. Then ask yourself

· Is this information addressing the appropriate question at this point?

· Is all the information addressing the same question?

· Have I put in material that is not relevant to reader questions?

Design Correspondence to Be Responsive

To avoid what is sometimes called a “data dump,” in which writers tell busy readers everything they found, everything they know, correspondence has to be made reader responsive from the beginning. Writers must present information that addresses the key questions. These questions will lay out what the purpose of the correspondence is and must be developed by carefully reading the document that has commissioned the work. Purpose is another way of asking yourself why the correspondence is required and what key questions it will answer.

There are four basic questions to work through at the beginning of any correspondence:

· Who is the user (client) for the report?

· What issue is that user interested in (or what issue do you want the user to be interested in)?

· What in particular does the user want to know about that issue (or what do we want the user to know)?

· When the user reads the document, what will the user do with the information (or what do you want the user to do with it)?

Now it is time to formulate the technical objectives, the key questions that need answers.
Organizing to Help Correspondence Users Find What They Need 
Correspondence is more readable it features the bottom-line message
up front. This kind of organization—bottom-line first—is called 
deductive structure. You might think of it as the following figure: 

T
The crossbar on top represents the bottom-line message. The stem represents the details that must be included to support, develop, and exemplify the main message.

Correspondence readers are decision makers, busy readers who don’t want to sift through a lot of information to get to the bottom line. Further, you cannot count on their knowing the technical field you are working in. 

However, correspondence writers are often used to setting context—giving background information or explaining all the details before coming to the point. This kind of writing—bottom-line last—is called inductive structure. While there are times when inductive structure is appropriate (such as in laying out a chronology), always prefer the deductive structure and get into the habit of using it in all your writing on the job. 

Making Information Visible
The mind can grasp only what the eye can see! Information that is chunked and labeled is easier for readers to navigate and digest. Chunking means putting related information together. Labeling means announcing the content (and even the message) of each chunk of related information by using a heading or a strong topic sentence. We use “chunking” at all levels of writing. Consider the following:

informatiothatischunkedandlabelediseasierforreaderstonavigateanddigestchunkingmeansputtingrelatedinformationtogetherlabelingmeansannouncingthecontentandeventhemessageofeachchunkofrelatedinformationbyusingaheading

When letters are not chunked into words and groups of related words are not chunked into sentences, obviously reading is much more difficult. We also need to chunk related sentences into paragraphs.

However, when writers fail to chunk related paragraphs into sections and even related subsections into major sections, writers must work harder to discover important relationships within the information presented.

Key sections in workplace documents may be announced with a heading.

Headings Come in Two main Types



There are two kinds of headings: topic and message.

Topic

Purchase Cards

Message

Purchase Cards Were Used Inappropriately

Structured Review Checklist



STEP ONE:
Review the document for message and content.

· Are key reader questions anticipated and directly answered?

· Is each answer clear and adequately supported?

· Is there unnecessary information in the document?

· Is information fair and objective?



STEP TWO:
Review the document for effective organization.

· Is the document and each of paragraph arranged deductively?

· Does the document use headings effectively?

· Is the length of the document and each section appropriate?



STEP THREE: Review the document for effective format.

· Does the document follow the appropriate format type?
· Are all the parts of the document correctly completed?
· Does the document adhere to typographical standards?


STEP FOUR:
Review the document for effective paragraphs.

· Are individual paragraphs too long or too short?
· Are paragraphs created deductively?
· Do paragraphs begin with a topic sentence introducing what follows?
· Does all information in the paragraphs relate to the topic sentences?
· Do paragraphs maintain the “known/new” contract for coherence?


STEP FIVE:
Review the document for effective sentences.

· Do all sentences maintain a strong sentence core?
· Are all sentences concise and clearly focused?
· Do the sentences avoid the five sentence pitfalls?
· Do the sentences use active and passive voice appropriately?
· Do the sentences project the proper tone?
· Are sentences written in plain English and free of unnecessary jargon?


STEP SIX:
Review the document for proper mechanics.

· Have you checked spelling with more than a Spell-Check?
· Are all punctuation and grammatical conventions observed?

Sample #1
TO: All Potential Users 
FROM: Event and Conference Services 
DATE: September 4, 2008 
SUBJECT: The Chesapeake Room 

We at Event and Conference Services are doing our best to serve your needs. Our staff emphasizes a “customer-first” attitude that we hope is conveyed as we work with you on scheduling your events and conferences. However, sometimes, because of circumstances beyond our control, we are forced to change plans that have already been finalized. 
Due to an unforeseen condition, a potentially serious safety hazard has developed in the Chesapeake Room. This condition is currently being investigated by the Physical Plant to determine corrective action. At this time, the Chesapeake Room has been closed and use is restricted until further notice. 

As an initial plan, Event and Conference Services will be taking steps to relocate all reservations for the Chesapeake Room to other spaces for the week of September 11. Information will be forthcoming that will determine the length of time the Chesapeake Room will be closed. Event and Conference Services will assist all users who currently have the Chesapeake Room reserved to make a facility change as simple and as easy as possible. 

If you have any questions, please contact the Event and Conference Services office at x2345. We regret any inconvenience this may cause. Thank you in advance for your cooperation and support.
Sample #2
Wire Transfer of Funds

One of the Controller's 2008 Action Plans calls for analyzing present policy for wire transfer of funds from regional boxes to Hartford and comparing this system with alternatives to determine the best overall method. In this regard, Mike and Jane, both representatives of Hartford national, had a meeting with us this morning. Also present at the meeting were Skip and Lynn. The following summarizes what was discussed with us.

Basically, there are two methods of transferring the funds from lock box to Hartford. One is the wire transfer method, the one that we currently use. The other is the depository transfer method. Under this method the funds are electronically transferred from a lock box to Hartford. Under both the methods, the funds are made available the following day. Under the wire transfer method, the transferrer bank wires funds to the transferee bank, in this case Hartford National, on a daily basis. The funds transferred today are available for use tomorrow. Under depository transfer method, the transferrer bank informs an independent agent of the day's deposit. The independent agent, usually a data corporation, immediately stores the information in a computer tape. The funds stored in this computer tape are transferred by this independent agent to the transferee bank Hartford National the same day. The Hartford National Computer Center will process the data the same day and the funds will be credited to the customer's account Aetna's account on the same day. To take a concrete example, let us assume that the bank in Atlanta informs the independent agent the day's deposit by 2:00 p.m. Eastern time. By 6:00 p.m., when the independent agent has produced a master tape of all transactions of all the banks within their geographic location, the tape is given to Hartford national. By 9:00 p.m. the Hartford national Computer Center would have processed the deposits (computer tape) and credited Aetna's account. Aetna is, thus, in a position to use a substantial portion of these deposits for its use the following day. in terms of availability thus, both methods would appear identical.

Given the same availability advantage, it appears that the depository transfer method would offer substantial savings in the cost of transferring funds. Whereas it costs $6 per deposit transfer under wire transfer method, it would cost less than $1 under depository transfer method. Presently there are nine transfers a day for the present nine banks. Assuming that there are approximately 250 working days in the year, it costs us about $13,500 annually to use the wire transfer method. On the basis of $1 a day for each of the nine banks, it would cost us approximately $2,250 annually. Annual savings of about $11,250 appears probable. Mike and Jane have given us to understand that there are no other set up costs associated with depository transfer method system. If we decide to make a switch to this alternative, the points to consider are whether we would like to use the services of an independent agent, or deal directly with Hartford National Bank. It is possible not to use the services of an independent agent if we could provide Hartford National with deposits in a computer tape form as an independent agent would do. Since there is a heavy demand on our computer capabilities, it may not seem possible to deal directly with the bank. Among the independent agents the two most prominent are NBC and Rapid Data, Inc. Rapid Data employs electronic voice to record the information from the transferrer bank. This requires that the transferrer bank has one-touch capabilities. NBC uses operators after inputting the information into the system, can read it back to the caller. It should be noted though that since NBC is a leader in this field, they are overloaded with volume and could present some delays occasionally. It takes approximately 3 to 4 weeks for the system to be functional. Hartford national will begin the process should we decide to proceed and make a switch.

Sample #3

Good morning, members of the Committees on Finance and Revenue and Economic Development. I am Joan Smith, Chief Financial Officer of the State of Virginia. I am pleased to be here today to testify on the “Ballpark Omnibus Financing and Revenue Act of 2004,” Bill 15-XXXX.

Funds are sufficient in the FY 2005 budget to implement the Ballpark Act, as

proposed by the Governor. There will be risks, however. The character of those risks will be discussed, but it is difficult to quantify them at this time because 4 of the 6 necessary agreements among the parties are not yet final and some of the costs are not as yet determined. This bill provides the basis for a major new construction project in Virginia. Bringing that project to completion on time and within budget will require a strong, experienced management team.

My testimony is based on the information we have as of this time. It examines two central questions: (1) will the financial structure proposed in this legislation raise sufficient funds to pay the estimated costs of the project contained in the agreement between Major League Baseball (MLB) and Virginia and (2) can the project be completed within the proposed costs?

The findings are

• We estimate that the fees and taxes proposed in this legislation will raise more than enough money to pay the debt service on $395.2 million, the estimated costs of the project contained in Virginia’s agreement with MLB.

• We estimate that bringing baseball to Washington could cost about $486.2 million, or about $91 million more than the budget in the agreement suggests, primarily because of the unknowns associated with infrastructure costs outside the stadium and other unforeseen contingencies. As a result

of the increase in estimated project costs, more money will have to be borrowed and debt service will increase. Since the ballpark fees must cover about 80% of the debt service, the funds collected from fees will have to increase from about $24 million to about $26 million. Under current market conditions, Virginia would have to issue bonds in the amount of about $500 million to raise this amount of money.

• The $500 million bond issuance cap should be removed. Rather than specifying the bond amount, the legislation should fix the amount that can be spent on the project and adjust the structure of the new ballpark fee to raise that amount plus all associated financing costs and reserves as determined by the CFO. The legislation would then authorize Virginia to issue an amount of bonds sufficient to fund all of these items, as determined by the CFO. Such a change would allow the CFO the flexibility to issue bonds in the most efficient way possible.

• The Office of Tax and Revenue will have to spend additional money to administer the new fees and taxes. The costs are estimated to be about $800,000 in the first year and $500,000 each year thereafter.

Thank you for the opportunity to testify today. My staff and I are available to answer any questions you may have.
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